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Abstract 
Quality Management tends to be one of the challenging facets that are faced 
by companies in developing and newly-industrialised countries. As one of the 
developing country Kazakhstan experiences such difficulties. The focus of 
this dissertation is on assessing the effectiveness of Quality Management in 
Kazakhstan by identifying the compliance of the organisations with 
standards. The dissertation met its aims by studying extensively of the 
literature which is relevant and the practical research. The data for latter 
ZDV FRQGXFWHG WKURXJK &DVH 6WXG\ RI -6& ³$]LD$YWR´ E\ FROOHFWLQJ DQG
observing the relevant documentation as the core and using semi-structured 
interviews with Senior Management of the company. The study took into 
account some existing theories on quality management processes as in the 
case of TQM and Six Sigma not to mention other standards such as ISO 
9000. Concluding, Kazakhstan had been reported of having its own 
developments on quality management and the researcher pointed out that 
such would help the country devise quality management processes that are 
relevant to their needs. The research debates on organisations in country to 
leverage their quality processes with economic prosperity organisations to 
leverage their quality processes with economic prosperity as well as 
implementing qualification requirements for quality managers. 
 
 
 
 
 
 
 
 
 
ii 
 
Acknowledgments 
I am taking this opportunity to gratitude all the people who were supporting 
me and helped in getting out of the moments when there was a stuck, 
though the work was relatively less stressed. 
First, I would like to thank my family, in particular my dad who used to 
explain me things which were really difficult to understand in easy way, and 
my mum for her constant inspiration and trust. 
I would also like to thank my supervisor Dr James Tannock for his patience 
and detailed explanation on the issues of dissertation. His guidance, which I 
used as the fundamental for my research. 
And, finally the Director of Quality Management System of Azia Avto who 
allowed me to conduct the data from the plant, his understanding the 
importance of the study deserves the gratitude. 
 
 
 
 
 
 
 
 
 
 
 
 
 
iii 
 
Table of Contents 
Page 
&KDSWHU,QWURGXFWLRQ««««««««««««««««««««««««««««.««1 
1.1 Purpose 6WDWHPHQW««««««««««««««««««««««««««««.««...1 
1.2 Research Questions««««««««««««««««««««««««««««.««...1 
1.3 Research Objectives«««««««««««««««««««««««««««««« 
1.4 Scope and Significance of the Study««««««««««««««««««««.2 
1.5 Dissertation Framework«««««««««««««««««««««««««««««.2 
 
Chapter 2 Literature Review««««««««««««««««««««««««««««« 
2.1 Evaluation on understanding of Quality««««««««««««««««««««.3 
2.2 The Formation of Quality Management Bases««««««««««««««««.6 
2.3 Modern approaches to Quality Management««««««««««««««««10 
2.3.1 Background of ISO 9000«««««««««««««««««««««««11 
2.3.2 Background of Total Quality Management (TQM)«««««««««13 
2.4 Examination of ISO 9000 and TQM««««««««««««««««««««««15 
2.5 Six Sigma««««««««««««««««««««««««««««««««««««« 
2.6 The World Experiences in Development of Quality Management««««20 
 
Chapter 3 Development of Quality Management in Kazakhstan«««««««.27 
3.1 The Formation of Quality Management as a Science during the Soviet 
Period««««««««««««««««««««««««««««««««««««««««««27 
3.2 'HYHORSPHQWRI4XDOLW\6\VWHPVLQWKH8665«««««««««««««««.31 
3.3 Development of Quality Management System in Kazakhstan«««««...36 
3.4 Quality Awards in Kazakhstan«««««««««««««««««««««««««40 
 
Chapter 4 Case Study««««««««««««««««««««««««««««««««4 
4.1 Case Study Overview (MethRGRORJ\«««««««««««««««««««««4 
&RPSDQ\%DFNJURXQG««««««««««««««««««««««««««««««45 
4.3 The Current Automobile Market in Kazakhstan or Potential Competitors 
of ³AziaAvto´««««««««««««««««««««««««««««««««««««««47 
4.4 Location of the Facility and Layout of the Plant««««««««««««««49 
iv 
 
4.5 Development of Quality Management««««««««««««««««««««51 
4.6 Time for Quality Management System««««««««««««««««««««2 
4.7 Development of Lean Production«««««««««««««««««««««««55 
4.8 Continuous Improvement«««««««««««««««««««««««««««56 
4.9 Quality Inspection««««««««««««««««««««««««««««««««57 
4.10 Achievements in the Field of Quality««««««««««««««««««««58 
 
Chapter 5 Discussions, Conclusion & Recommendations«««««««««««««««60 
5.1 First Level Analysis of Findings««««««««««««««««««««««««««««60 
5.2 Second Level Analysis of Findings«««««««««««««««««««««««««««67 
5.3 Conclusion & Recommandations««««««««««««««««««««««««««««70 
 
References...........................................................................................72 
 
Appendices 
Appendix A«««««««««««««««««««««««««««««««««««««««««««78 
Appendix B«««««««««««««««««««««««««««««««««««««««««««82 
Appendix C«««««««««««««««««««««««««««««««««««««««««««83 
Appendix D«««««««««««««««««««««««««««««««««««««««««««84 
Appendix E«««««««««««««««««««««««««««««««««««««««««««87 
Appendix F«««««««««««««««««««««««««««««««««««««««««««90 
Appendix *«««««««««««««««««««««««««««««««««««««««««««92 
$SSHQGL[+«««««««««««««««««««««««««««««««««««««««««««93 
 
 
 
 
 
 
 
 
 
 
 
v 
 
Tables 
Table 3.1 Certified Organisations in AFFRUGDQFHZLWK,62«««««««36 
 
Figures 
Figure 2.1 The Four Levels of Evolution of Quality Management«««««««.7 
Figure 2.2 Matrix on Guidelines on ,PSOHPHQWDWLRQRI,626WDQGDUGV««.«13 
Figure 2.3 Deming`s PDCA sirle and &RQWLQXRXV,PURYHPHQW««««««««17 
Figure 2.4 The Model of 740(;««««««««««««««««««««««««««18 
Figure 2.5 'HPLQJ¶V Approach to 4XDOLW\0DQDJHPHQW««««««««««««25 
Figure 3.1 Matrix on Boytov ReqXLUHPHQWVRI4XDOLW\0DQDJHPHQW«««««26 
Figure 3.2 The Economic Effect of Improving the Quality of Products««««29 
)LJXUH0RGHODVVHVVPHQWRI.D]DNKVWDQCV$ZDUGIRUTXDOLW\««««««39 
Figure 4.1 Quality Management System of ³AziaAvto´«««««««««««««51 
Figure 5.1 Model on Customer-satisfaction Based on QMS«««««««««« 
 
Lists 
List 2.1 Main Seven Issues of ISO 9000««««««««««««««««««16 
List 2.2 Principles of Quality Management Reflecting Best Practices«««««16 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
vi 
 
List of Abbreviations 
5S - Seiro, Seiton, Seiso, Seiketsu, Shitsuke 
ISO ± International Organisation of Standard 
TQM ± Total Quality Management 
QMS ± Quality Management System 
QM ± Quality Management 
BPR ± Business Process Control 
QCC ± Quality Control Circle 
TPM ± Total Productive Maintenance 
TQMEX - Total Quality Management Excellence Model 
USA ± United States of America 
UK ± United Kingdom 
USSR ± Union of Soviet Socialist Republics 
BIP ± Zero Defect Production 
KANARSPI - Quality, Reliability, Service Life from First Production 
NORM - Scientific Organisation of Labour to Increase Motor Potential 
SBT - System of Defect Free Work 
KS UKP - Complex Quality Management System 
 
 
 
The University of Nottingham 1 
 
Chapter 1 Introduction  
Quality management practices serve as fundamental aspects that 
contribute directly to the success of an enterprise. Thus, this current 
analysis has major contributions not only to existing literature on the same 
EXW DOVR WR .D]DNKVWDQ¶V FRUSRUDWH ZRUOG 7KHUHIRUH WKH VWXG\ DGGUHVVHG
pertinent issues related to quality management systems (QMS) and what top 
management in Kazakhstan is doing towards enhancing their quality 
processes. In the same context the study looked at some other quality 
related theories and standards currently in place. In the models there was 
possibility to understand better the qualities of an effective quality 
management process and on such conceptual understanding evaluated the 
quality approaches currently used in Kazakhstan. 
1.1 Purpose Statement 
The purpose of the study was to evaluate the effectiveness of quality 
management processes in Kazakhstan. 
1.2 Research Questions 
Q1. To what extent have organisations in Kazakhstan complied with Quality 
Management Standards? 
Q2. To what extent have organisations in Kazakhstan harmonised their 
process/operations with Quality Management Standards? 
1.3 Research Objectives 
1. To find out the main aspects of effective Quality Management 
Standards 
2. To establish the degree to which organisations in Kazakhstan comply 
with QMS 
3. 7RDVVHVVWKHIXQFWLRQDOYDOXHRI406WRRUJDQLVDWLRQV¶TXDOLW\DQGRU
effective performance 
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1.4 Scope and Significance of the Study 
The study was carried out in Kazakhstan where top management 
officials were invited to take part in the interviews. The desired end of this 
study is that it may contribute to the current literature on quality 
management. Therefore, the main issues addressed serve as benchmarks 
for other interested researchers on a similar topic.  Better still; the current 
qualitative study may be used as a resource to inform future studies on a 
related topic. The successful completion of the dissertation will enable the 
researcher advance to higher levels in academics. 
1.5 Dissertation Framework 
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Chapter 2 Literature Review:Introduction 
This part of the dissertation will focus evaluate available research on 
the world`s development of quality management. 
2.1 Evaluation on understanding of Quality 
)RUPDQ\FHQWXULHVWKHWHUP³TXDOLW\´FRQWLQXHVWRRFFXS\WKHminds 
of different scholars, philosophers, scientists, and sociologists (Azgaldov, 
1968). If greater part of mankind problems that are being explored and 
solved could have been divided into global (affecting the interests of all 
mankind) and local problems (affecting the interests of state or organisation 
which are currently relevant), then the concept of quality should have taken 
a specific direction; for instance, it may be related to the global aspect for 
the reason that quality tends to correspond to different concepts and 
contexts (Salimova, 2008).  
In management, the term "quality" is primarily associated with 
production and utilisation of products and services (Salimova, 2008). 
Therefore, in management the concept of quality applies more to products 
and services; in the same respect, perception of each person about quality 
depends on the role it plays in the process of production and consumption. 
In 1960s, there was made a research by the authors of the book "What is 
quality?" where 232 literature sources on the term of quality were analysed. 
Thereafter, approximately 100 various formulations and definitions of 
³SURGXFWTXDOLW\´ZHUHIRXQGAzgaldov, 1968). 
According to Evans (2008) all diversity involved in contemporary 
interpretations of the category of "quality" can be combined into the 
following perspectives: 
1. Judgment perspective ± this common concept of quality is often being 
used as a synonym of excellence. Excellence, however, is an 
abstract/subjective category and its perception by people can vary 
significantly.  
The University of Nottingham 4 
 
2. Product-based perspective - quality tends to be as derivative from any 
measurable quantitative parameters of the product. In this regard, the 
more the parameters, the higher the quality.   
3. User-based perspective ± according to this interpretation of quality, it 
refers to the performance capability of the product`s or service`s 
function. Basically, the quality of the product or service tends to fit the 
user`s specific wants or needs. 
4. Value-based perspective ± in this case, quality is defined as the 
relationship of the usefulness of the product to its price. It can be the 
SURGXFW ZLWK WKH VDPH FKDUDFWHULVWLFV DQG IHDWXUHV DV FRPSHWLWRU¶V
product, but provides lower price or has better characteristics with the 
same price. 
5. Manufacturing-based perspective ± this defines quality as technical 
conditions or conformance to specifications, including tolerances and 
targets of the parameters for products or services. 
6. Integrating perspectives on quality ± the whole value chain should be 
concerned with the quality of product. 
7. Customer driven quality ± the interpretation of this definition is 
basically pointing to the user and product based concepts. It is also 
concentrated on meeting the requirements and needs of customers by 
contributing value. 
The other LQWHUSUHWDWLRQ RI TXDOLW\ PD\ EH WHUPHG DV ³ILWQHVV IRU
SXUSRVH RU XVH´ -XUDQ  ,W LV WKH ILQDO FRQVXPHU ZKR XVXDOO\
examines quality of a particular product/service. Therefore, quality is the 
potentiality of a product to address the needs of the customer. For instance, 
in order to achieve quality operations, the manufacturer ought to find out 
the main expectations of the customer and produce goods that meet such 
requirements (Salimova, 2002).  
Key results:  
- Quality is punctuated by the degree of expectations of the consumers 
in a product or service 
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- 0HDVXUH RI TXDOLW\ LQ D SURGXFW RU VHUYLFH UHVWV RQ FRQVXPHU¶V
expectations  
According to A. Feigenbaum (Burrill and Ledolter, 1999), quality of 
products or services can be defined as a common set of manufacturing, 
engineering, and maintenance characteristics provided they will meet the 
FXVWRPHU¶V UHTXLUHPHQWV GXULQJ WKH XWLOLVDWLRQ Srocess.  Most scholars 
associate the concept of quality to satisfaction and ability to meet the 
expectations and demands of customers with regard to particular goods or 
services. Ozhogov (1975) in his dictionary defines demand as the need for 
something that requires satisfaction. People who demand can be individuals, 
social groups, or society in general. 
In general, quality may EH GHHPHG DV UHDOLVDWLRQ RI FXVWRPHU¶V
expectations on operating results of the organisation. In this regard, 
organisations should focus its activities on meeting customer requirements 
and demands. Focusing on customer satisfaction and creating the 
enthusiasm within customers towards a particular product/service through 
defining future requirements and understanding their needs is the task for 
Total Quality Management (TQM) (Dale, 2007). In line with this, TQM is a 
customer oriented approach (Askarov, 2012). Quality can be assessed only 
by customers; therefore, it should depend on their needs and wants. A 
customer, therefore, seems to be part of the manufacturing value chain, 
who is interested in organisation`s outcome and makes its final assessment. 
Salimova, (2008) posits that the popularity of this approach increased with 
the emergence of ISO 9000. This standard interprets category of quality as 
the set of characteristics which fulfils the requirements (ISO 9000:2001).  
Quality management is not limited to the production process or certain 
specific activities but it stretches to the entire organization and its overall 
processes (Tchelnokova and Balberova, 2010). Accordingly, the category of 
"quality" in modern management serves as multi-dimensional. It applies not 
only to products or services, but also to all processes in the organization; for 
instance, product life cycle processes, process management, resource 
The University of Nottingham 6 
 
management, measurement, analysis and improvement processes 
(Salimova, 2008). Category of "quality" reflects not only the potential of the 
organization but also the achieved results. This also includes the activities in 
place to facilitate the achievement of the desired results. Quality in the new 
century is the development strategy of any organization. The strategy 
focused on quality whose development and implementation of approaches 
aimed at balancing the interests of producers, customers, partners, owners, 
staff, organizations, and society as a whole. Achieving balance is a certain 
guarantee of sustainable development and continuous improvement of the 
organization in a changing competitive world (ibid). 
Key results:  
- Quality management goes beyond production processes to cover all 
aspects of the organization 
- Quality management should take into consideration the interests of 
producers, customers, partners, owners, staff, organizations, and 
society as a whole 
Thus, quality is a modern management system, multi-level category, 
reflecting the organization's ability to meet the needs of stakeholders in its 
activities while achieving sustainable development in the ever-changing 
competitive environment. 
2.2 The Formation of Quality Management Bases 
Quality management as an independent field of research and practical 
activities began to take shape in the beginning of the XX century. There is a 
question of development and improvement of the forms and methods of the 
quality field. Therefore, it is important to identify and evaluate the main 
stages of historical evolution in order to obtain the most complete picture of 
the matter.  
The evolution of forms and methods on quality linked to changes in 
scientific and practical approaches in order to manage them. From the 
perspective of practice, there was transition of quality from engineering and 
The University of Nottingham 7 
 
manufacturing field to the production chain incorporation as a whole; and 
from just design to the service of marketing and after sales activities 
(Kelemen, 2003). Now quality has a strategic importance that was 
transformed from the concern of just some specialists and expertise to the 
involvement of each member in the organisation. This includes front line 
employees, professionals, and top management of the organisations who are 
all responsible for quality outcomes as well as its improvement. Quality 
improvement and management systems have advanced sharply recently 
(Dale, 2007). According to him, there are four stages: inspection, quality 
control, quality assurance, total quality management (refer to figure 2.1 
below). 
 
                     
                     
 
 
 
 
Figure 2.1: The Four Levels of Evolution of Quality Management 
Source: Dale, Wiele and Iwaarden (2007, p.24)  
 
Inspection may be defined as ³conformity evaluation by observation 
and judgment accompanied as appropriate by measurement, testing or 
gouging´ (ISO: 9000, 2000). The system of inspection basically is used to 
measure, assess, or examine characteristics of goods and services. These 
activities also used to be compared with the requirements that had been 
specified. This was done to examine conformity of performance and 
specification standard. Thus, inspection in the process of manufacturing was 
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the most significant concept, which was ensuring ordered goods and 
products. In this field focus was made on sorting the finished products to 
which were paid the main attention, for example, at 1920-s the number of 
inspectors in some enterprises reached 20-30% of the staff (Salimova, 
2008). This demonstrates the extension of this approach. However, its main 
drawback was that product evaluation was not associated with the causes of 
defects occurrence, but only with the consequences and implemented when 
the production process had been already completed. 
Key results:  
- Quality control and management is a strategic goal of all organizDWLRQ¶V
functions  
The next consideration is quality control. According to British Standard 
it can be defined as follows: That part of quality management focused on 
fulfilling quality requirements (ISO 9000:2000). With the adoption of quality 
control there can be development from simple inspection activities to 
implementing new approaches of self-inspection made by operators (Mazur, 
2003). This approach of quality control began to include the production 
processes themselves. Furthermore, this included the development of 
methods on statistical approaches for quality control (Shvets, 1997). The 
development of these methods was related to the awareness that the causes 
of defects to large extent depends on variability of the processes. Therefore, 
it is necessary to control not only the quality of ready or finished products 
but also production process characteristics and aiming at their stability and 
requirements conformance (ibid). Statistical methods contributed to 
controlling the production and optimise control of finished products. Upon 
using such methods it became possible to test only the certain and definite 
number of batches, not the entire of them. In the same line, the results of 
sampling tests to examine the whole supply, a process referred to as 
detection. The issues that emerge at this stage is that detection does not 
improve quality, as in inspection and quality control approaches whose main 
The University of Nottingham 9 
 
efforts are put on the outcomes of the operations by identifying non-
conforming products or services and quickly fixing them (Dale, 2007). 
Identifying non-conforming parts in production by inspection or quality 
control could not eliminate the cause of the defects and problems. In order 
to achieve the improvement of operations and production, quality problems 
need to be eliminated at the root cause by preventing and planning them. 
Therefore, this brings in a new stage of quality management, defined as 
Quality Assurance (ibid). 
Key results:  
- Quality control alone is not sufficient to eliminate defects thus should 
be complemented by quality assurance 
Passing from quality control to the new approach of quality 
management is associated with the development of methods and 
characterised by the formation of extensive quality management systems 
(Salimova, 2002). This can enable activities to be organised in a 
comprehensive way, starting from assessing customer requirements and 
ending with after-sales activities. The other evident thing is the utilisation of 
statistical process control, FMEA and seven quality control tools brought 
together by Ishikawa. Ishikawa (1991) believed that simple modes can 
eliminate barriers that are creating problems to improvement and 
development of the organisations productivity.  
At this stage was a shift from detection to prevention approach of 
quality root cause problems, beginning from design stage of the 
product/service. The main concentration focused on analysing the sources of 
quality problem and preventing them by integrating quality approaches to 
the design and planning stage (Magd and Curry, 2003). Also, it has affected 
not only manufacturing processes but the whole chain by focusing more on 
the supply side than downstream processes. As Xu (1999) stated tthe world 
became aware of cost-effectiveness of prevention-based quality 
management in comparison with detection quality management.  
The University of Nottingham 10 
 
Over time, the understanding of quality management included other 
new elements. Thereby, there was a need to enhance the integration of the 
different services and departments of the organisation. Upon the evolving 
developments on quality, it is acknowledged that quality management is not 
merely a separate function of the organisation but a managerial approach of 
its entire processes (Dale, 2007). The aim, thereof, is the contribution to the 
quality of products/services by every employee in the organisation. This is 
what refers to the dynamics of the concept of TQM (Salimova, 2008). The 
main idea of the concept is to set clear objectives for organisational 
development, design, and motivating their employees in order to achieve the 
objectives. Today quality management is regarded as the core in the 
management of organisations (Glitsch, 2001). The main purpose of quality 
management at this stage is not just manufacturing/producing zero defect 
processes but satisfying customer requirements, meeting their expectations, 
and even exceeding them (Tchelnokova and Balberova, 2010). 
Key results: -  
- The goal of quality management is not just to have zero defects in 
manufacturing/producing processes but also ensure maximum 
customer satisfaction 
2.3 Modern approaches to Quality Management 
Currently, the world is developing at a rapid pace and customer 
expectations are becoming more demanding due to the stiff competition 
amongst enterprises (Arab British Academy for Higher Education). In 
addition, quality has become a strategic competitive tool since it serves as a 
conditio sine qua non (necessary condition) to organisational success and 
competitive advantage (Yong and Wilkinson, 2002). Therefore, enterprises 
and organisations made a great progress in quality management by starting 
to gain competitive position through implementing quality initiatives and 
philosophies in their strategy such as TQM, JIT, and ISO 9000 (Magd and 
Curry, 2003).  
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Amongst other quality management strategies and approaches, ISO 9000 
and TQM are the most known and widespread ones (Lee and Palmer, 1999). 
Both TQM and ISO 9000 are exalted by many experts and scholars. 
However, others believe that ISO 9000 is ritualised TQM`s form, and they 
both should be integrated (Magd and Curry, 2003). Thus, there are two 
main approaches and concepts in quality management which backgrounds 
and roles should be covered as well as their relation to each other. 
Key results:  
- Quality control and management serves as a strategic tool and a 
necessary condition towards organisational success and 
competitiveness 
2.3.1 Background of ISO 9000  
One of the most popular quality management systems (QMS) series 
tends to be the ISO 9000 that has spread and acknowledged all over the 
world (Abraham et al, 2000). This system of quality management was 
presented by International Organisation for Standardisation in 1987. This 
approach was based in the city of Geneva, Switzerland, and collected from 
132 national standards. The ISO 9000 (QMS) standards are based on the 
notion that certain collected and appropriate characteristics of quality 
system, to which organisations should comply, are able to be standardised 
(Tchelnokova and Balberova, 2010). Also, it is not so specific on services 
and products being provided, but the processes being applied to create and 
produce them. It is more concerned on managing and controlling the 
management procedures (Yahya and Goh, 2001). This can be done by 
managing and documenting production, design, and other processes that 
may influence the outcome to provide appropriate quality requirements of 
products and services that meet customer expectations (Yahya and Goh, 
2001).   
In order to be certified organisations should fit to the criteria of ISO 
standards and meet the requirements of ISO`s audit. Apparently, some 
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organisations have a mandatory requirement to be ISO certified as it is 
required by their customers, for example; in some industries large 
manufacturers require the suppliers to have ISO certification (Arab British 
Academy for Higher Education). This highlights the growing trend towards 
ISO 9000. However, if particular industry is not driven by ISO 9000 the cost 
for implementation can be a deterrent factor (Magd and Curry, 2003). 
Actually, ISO 9000 consists of a few standards gone through some changes 
and simplifications in 2000 and 2008 (these series just introduce clarification 
of previous version`s existing requirements). New series of ISO 9000 are 
more improved than the previous one focusing rather on customer needs 
and expectations within the operating standards where inputs are driven by 
the requirements of customers, and outputs point to customer satisfaction 
(Tchelnokova and Balberova, 2010). Furthermore, the view of continuous 
improvement was taken into consideration in new version. Organisations 
should measure their internal processes and improve them. Besides, 
management is empowered with great responsibility. 
Key results:  
- Manufacturers require their suppliers to be ISO 9000 certified as a 
strategy to ensure quality 
Despite other issues, the standard has undergone a number of 
improvements including reviews over time; on the contrary, there have been 
a few shortcomings associated with bureaucracy used in the accreditation 
process, types of documentation, and updating procedures (Mironov, 2006). 
Also, as it was mentioned earlier, cost can be another factor since small 
sized companies regard such as first consideration. Additionally, it is argued 
that creativity can be suppressed because of the standards and incremental 
pressure of conformity to the organisation`s rationality. Moreover, the 
quality of the product/service may have some challenges if standards are 
viewed as complex and not as an essential task. There exists many works 
and researches revealing the cases of standards implementation which had 
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best practises of their own environments, for example, Dale (1994) 
suggested guidelines of implementing ISO as follows: 
- It should be managed in line with project considering deadline of 
activities and explicit milestones 
- Enterprises and organisations implementing ISO should know the 
reasons explicitly for its purpose and why they need to be certified 
- Top management must be committed to the strategy of the 
organisation in terms of quality management 
- People/ employees need to be educated and trained in order to make 
people aware of the importance of work standards, processes, and 
procedures 
 
Figure 2.2: Matrix on Guidelines on Implementation of ISO Standards 
Source: (Developed by Author) 
 
2.3.2 Background of Total Quality Management (TQM) 
As indicated earlier, atmosphere of business today is driving quality to 
new levels. It is also the case that the focus of quality on finished goods is 
far reaching while the production processes are concerned about the 
Conformity with Project 
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organisation`s output as a whole (Dale, 2007). The endeavour of many 
organisations in seeking the competitive advantage, and its maintenance, 
approaches has resulted in the emergence of a new philosophy of TQM 
(Sureshchandar et al., 2001). Despite the fact that TQM as a way of quality 
improvement is relatively a new approach for a number of countries, it can 
lead to significant results (Askarov, 2012). Therefore, it can help 
organisations achieve prosperity and gain competitive edge over others 
(Yong and Wilkinson, 2001). The enhancement and advantages of quality 
created by TQM can be a key to long-term effectiveness and financial 
performance (ibid). 
Key results:  
- TQM is a key factor towards improvement of organizational 
performance and competitiveness   
Many scholars and writers on quality take as a base for their work the 
concept of TQM, where they define it as an integrated approach of 
management that is focused on meeting customer needs and gaining 
continuous improvement of each facet in organisation`s activities (Jeffies et 
al., 1996). Moreover, TQM philosophy includes not only the organisation 
itself, but also the suppliers in the continuous improvement driven by 
customer requirements and undertaking of high echelon of management. 
Therefore, TQM aims at continuous improvement by taking into 
consideration procedure design, HR (human resource), and statistical 
control. Additionally, every worker and employee in the organisation plays a 
great role in the continuous improvement and its maintenance. In order to 
achieve this momentum TQM tends to eliminate the fear of employees to 
WKHVHFKDQJHVDQGWUDQVIRUPDWLRQV5DKPDQ7KHUHIRUH³740LVWKH
concept which encourages sustainable improvement as well as philosophy 
that highlight integrated, planned, controlled performance across the 
organisation. The focus of TQM is basically on external and internal 
customer`s fulfilment through management`s concentration on continues 
LPSURYHPHQW´+R 
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Key results:  
- TQM supports sustainable improvement and controlled performance 
across an organisation 
According to Yong and Wilkinson (2002) TQM began with the introduction of 
Shewart`s statistical process control (SPC) at the beginning of twentieth 
century. This was the main approach to follow amongst many professionals 
and experts of quality management, for instance; four absolutes of Crosby, 
Deming`s 14 points, and Feigenbaum total quality control (Magd and Curry, 
2003). 
2.4 Examination of ISO 9000 and TQM 
Starting with the motivational factors for applying and running ISO 
9000 series, there could be a number of them such as achieving competitive 
advantage, quality improvement, market enhancement, and cost reduction. 
All these factors are in full consideration of quality. According to Magd and 
Curry (2003) there are two driving factors towards ISO 9000 standards 
implementation, for instance: external and internal incentive factors. 
External factors may contain pressures related to customers and market 
associated factors. Among Swedish enterprises, for example, it has a 
corporate image which means it has a purpose for marketing (Poksinska et 
al., 2002). 
In the case of internal factors such basis more on the stimulation and 
motivating pressure for ISO 9000 implementation. Tsiotras and Gotzmani 
(1996) claimed that there is a need to develop the system of quality 
management, improve performance, and productivity of the organisation. 
Additionally, another motivation for companies can be something more than 
just meeting customer or regulatory requirements. This is because 
companies are being certified because of the public expectations on effective 
methods of quality management (Anderson et al., 1999). Greek companies, 
for instance, are being certified by looking at improvement of the operations 
and quality of the finished goods internally. Supporting this view by taking 
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American companies, for example, they were seeking certification for 
process and product quality improvements. Therefore, there is strong 
perception that internal factors play a great role on motivation and 
stimulation towards certification (Magd and Curry, 2003).  
Examining ISO 9000 and TQM, at the early versions of ISO 9000 standards 
it had many shortcomings (list 2.1). Due to these, it was meant that TQM 
and ISO 9000 are different systems as ISO 9000 was related to ordinary 
employees. Meanwhile TQM was about top management (Laszlo, 1996). 
Furthermore, the main concentration of ISO 9000 was to obtain certification 
by proving conformity while TQM was concerned on customer satisfaction 
and continuous improvement of the organisation (Ho, 1999). However, in 
later versions of ISO 9000:2000/2008 there have been a number of 
corrections, where the limitations were taken into consideration by 
harmonising and eliminating some biases from older versions. Therefore, the 
foundation for ISO 9000 after this became characterised by eight principles 
(Cargill, 2001) starting from focusing on customers and ending with mutual 
relationships with suppliers (list 2.2) (Cargill, 2001). 
- Language, simplicity, terminology, clarity, less paper 
- One management system integration 
- Continuous improvement 
- Process orientation, process model 
- Management standards compatibility 
- Orientation on business and 
- Customer satisfaction 
List 2.1 Main seven issues of ISO 9000 
Source: Magd and Curry (2003, p.250) 
 
- Organisation focused on customers 
- Leadership 
- Workers involvement 
- Process approach 
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- Management system approach 
- Continuous improvement 
- Decision making approach based on facts 
- Mutual relationship with supplies 
List 2.2 Principles of Quality Management reflecting Best Practices 
Source: Magd and Curry (2003, p. 250) 
According to Oakland (2000), new framework of ISO 9000 is 
compatible with Deming`s PDCA improvement cycle (refer to figure 2.3). 
Continuous improvement can be achieved by PDCA which is usually 
recommended to be implemented. This also implies the collaboration 
between management and line workers and allowing for the creation of new 
ideas on behalf of the organisation (Lin and Jang, 2008). Thus, top 
management should foster these changes in order to enhance improvement 
and development (ibid). 
 
 
Figure 2.3 Deming`s PDCA sirle and Continuous Imrovement 
Source: Ho (2002, p.14) 
 
Some scholars debate that ISO 9000 is a ladder or step towards TQM (Magd 
and Curry, 2003). However, others state that TQM and ISO 9000 should go 
together to complement each other, pressing for the goals of the 
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organisation (McAdam and Jackson, 2002). For example, from Taylor`s 
findings (sited in Magd and Curry, 2003) organisations, which had 
implemented ISO 9000 before had TQM as well, were approximately 33 per 
cent but of which did not, 42 per cent had TQM and were planning to 
implement ISO 9000. Taking this fact into consideration Ho (1999) 
developed model called TQMEX (figure 1.4) where corporation of TQM and 
ISO 9000 is indicated.  
 
 
 
 
 
 
 
 
 
 
Figure 2.4 The Model of TQMEX 
Source: Ho (1999, p.3) 
By investigating firms which introduced TQM or ISO 9000 in the USA, 
China, and India from the study by Rao (1997), it is identified that better 
quality management was achieved by companies which implemented ISO 
9000 than those which were not certified. However, according to Sun`s 
(1999) data analysis based on 20 countries showed that the contribution of 
ISO 9000 introduction to quality improvement is not so much significant. On 
the other hand, implementing ISO 9000 in tandem with other quality 
management techniques often gives substantial results. For example, 
Prabhu et al. (2000) investigated that best practices of ISO 9000 together 
with TQM and affirmed it enabled companies achieve better performance and 
high quality. 
5 - S BPR QCCs ISO TPM TQM 
Operations Level Quality Level 
5 ± S     (Seiro, Seiton, Seiso, Seiketsu, Shitsuke) 
BPR            (Business Process Control) 
QCCs         (Quality Control Circle) 
ISO        (ISO 9000 Quality Management System) 
TPM           (Total Productive Maintenance) 
TQM       (Total Quality Management) 
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Key results:  
- Combination of ISO 9000 and other quality management process 
(TQM) allows companies to achieve better performance and high 
quality 
2.5 Six Sigma 
Relatively new concept of quality management created by Motorola 
Corporation at 1980`s, was widely recognised at the late 1990`s when Jack 
Walsh applied it in General Electrics (Bhote and Bhote, 1991). The main idea 
was the need to improve the output quality of the processes, minimisation of 
defects, and statistical variations of the operations (Brussee 2004). Methods 
used included quality management and statistics which require the use of 
measurable goals and results. This includes formation of special working 
groups which run the projects eliminating the cause root problems and 
improving performance and processes in the organisation (they can be 
classified as Green Belts, Black Belts, and Master Black Belts) (Pyzdek, 
2003).  
The name is derived from the statistical concept of standard deviation 
(Greece small letter - ı7KHPDQXIDFWXULQJSURFHVVHV LQ WKLV FRQFHSWDUH
describHG DV ı-rated deviation or the output percentage of defect-free 
products, so that the process of 6-ı TXDOLW\ JLYHV  GHIHFW-free 
output, of no more than 3.4 defects from one million. The concept of Six 
Sigma, therefore, has been widely used in many industries, and even in the 
services sector. There was great influence on the development of the 
concept made by different methodologies such as quality management, total 
quality management, the theory of zero defects of products. However, Six 
Sigma has its own distinguishing features from previous methods of quality 
management, they are as follows: 
- results of each project should be measured and expressed in 
quantitative terms; 
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- top management should be considered as strong and charismatic 
leader who can be relied on; 
- the establishment of special system by conferring titles to skilled 
specialists and expertise similar to martial arts - "Champion", "black 
belt", which leads to better learning of concepts among workers; 
- Making decisions only on verifiable data or information without any 
assumptions. 
Six Sigma is a registered service and trademark of Motorola (Pande, 
Neuman and Cavanagh, 2000). Amongst other companies that were the first 
to apply the concept and achieved positive results included big corporations 
such as Honeywell and General Electric. At the end of 1990`s more than 
60% of the organisations among Fortune 500 started to apply six sigma. In 
the period 2000s, there was widespread use of the combination of the 
concepts of "Six Sigma" and lean manufacturing (lean six sigma) (Pepper 
and Spedding, 2010). 
Lean Six Sigma is the combination of two concepts namely, Six Sigma 
and Lean (George, Rowlands, and Kastle, 2004). This leads to elimination of 
the wastes which are known as muda, including transportation, inventory, 
motion, waiting, over-production, over-processing and defects. Additionally, 
providing the products/services where the allowance rate is 3.4 defects per 
million opportunities. The use of the DMAIC stages in Lean Six Sigma is 
similar to one that is used in pure Six Sigma concept. Projects in Lean Six 
Sigma contain waste elimination of Lean and scientific approach towards 
critical quality improvement of Six Sigma projects. All the tools which are 
used in both Lean and Six Sigma concepts are utilised in Lean Six Sigma. 
Training of the expertise and specialists of the approach of Lean Six Sigma 
are similar to the approach in Six Sigma which is controlled and run by belts 
based system (George, 2002).  
2.6 The World Experiences in Development of Quality Management 
High quality of products and services is being sought as the overall 
goal for every county. There are many ways of quality management 
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development in those countries which were looking at the competitive 
advantage through quality improvement. Therefore, this section covers the 
different approaches of quality management growth in developed countries 
such as US, Japan, and Western Europe. 
The first evaluation will refer to Japan. The proof that continuous quality 
improvement never ends can be clearly observed from Japanese successful 
experience. There was a revolution of quality management that pointed to 
improvement of product quality in the early 1950`s (Juran, 1981). It is 
believed that there were different approaches of managing quality in Japan. 
However, it can be seen through comparative analysis it had common theory 
and characteristics of quality management. Leading organisations that 
applied the concepts of quality management successfully had similar 
characteristics and features (Barlyk, 2007). Japanese distinctive features of 
quality management consisted of the following: 
- continuously improve working output and processes at every stage 
- controlling process quality instead of product quality 
- eliminating the root causes of defects 
- everyone is responsible for quality output 
- developing creativity of workers and motivating their working abilities 
The main reason of Japan`s miracle is developed and improved 
technology of any sector whether it is manufacturing or service approaches. 
Starting from modern technologies, production management system, totally 
new techniques and highly computerised statistical process control tools are 
DSSOLHG DQG XVHG LQ -DSDQ¶V RUJDQLVDWLRQV Okrepilov, 1998). Additionally, 
Japanese companies prefer long term relationship with their suppliers, based 
on trustful relationships and by helping them in different ways. For example, 
Daikin reduced cost and improved quality of its ready goods because of the 
successful relationship with packaging company called Europal (Check). 
Following this concept, organisations and their suppliers that are looking for 
harmonised solution for their own common wealth and for improvement of 
quality management should work as a team. 
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On the other hand, training in Japanese companies plays a vital role, 
starting mostly from the top management down to the employees. This 
tends to be a key factor in the improvement of quality management, 
through educating workers how to utilise new technologies and techniques. 
By using PC new interactive games were established in order to train people 
and educate them. The goal of this approach is to make and create decisions 
for enhancement of the organisation. However, the main idea of work for 
ordinary employees is spread by their direct supervisors (Barlyk, 2007). 
7KHVHFRQGFRPSDQ\HYDOXDWLRQUHIHUVWR³1LVVDQ0RWRUV´ZKRIRUWKH
first ten years of work spent no less than 500 days in education. Then the 
process extends to the working places at the end of working day and 
weekends. Finally, it ends with assessment of workers as well as their 
supervisors (attestation). During the attestation special group of people from 
authorised departments is formed to assess the workers. Some expertise 
and specialists in tandem with assessment in the company are being 
examined by authority bodies (government) as well. It is allowed to take 
exam three times in occasion of fail; however if a person fails the exam the 
third time he becomes disqualified from his position of work (Serbinsky and 
Samygin, 1999; Katkalo, 2003). 
Training has an indirect influence on quality improvement since it 
changes their perception. 90% of quality performance tends to depend on 
education and consciousness, while 10% depends on knowledge (ibid). 
Special quality games are being fostered and tend to be the only non-
manufacturing activity that is allowed during the working time. This activity 
takes place each week; however, if such takes place after working time then 
such results to further compensation. Some slogans of these games include 
³4XDOLW\ LVDERXWIXWXUHRIWKHFRPSDQ\´³7KLQNDERXWTXDOLW\DOOWKHWLPH´
and so on. 
There are fundamental points that may be considered in the case of 
Japanese quality management: 
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- implementing scientific processes to the fields of management and 
technology; 
- high level of computerisation in management and manufacturing 
operations control; 
- utilising human capabilities by encouraging workers towards creation 
(quality games), dedication and loyalty to organisation; 
- developing teamwork within organisation. 
Another case refers to USA. After, Second World War there was rapid 
development of the industry of consumer goods (Tchelnokova V.M. and 
Balberova, 2010). However, quality of produced goods was far from 
perfection. Approximately 20-25% of the business loss was from the defects 
and their identification. Moreover, taking into consideration the return of the 
goods which had been defected or basically that did not satisfy customers, 
the loss would be 30%. It was considered that defects were the main 
barriers to growth of business performance and competitiveness of the 
goods (Nurpeisova, 2006). 
  In the US, duties and taxes were implemented for the products and 
such had serious quality defects and problems. This was also in order to 
protect their internal market from the influence and export from West 
Europe. This significantly impacted on quality improvement. In the 1950`s 
the US government, instead of encouraging free market and competition, 
stressed regulations and protectionism from external market. At the same 
time, US manufacturers considered that reducing defects was the only way 
to improve quality of the products, instead of considering much on 
satisfaction of customer needs (Salimova, 2005). However, the executives of 
American organisations began to understand that competitive advantage 
would bring improvement of product quality. Therefore, a number of 
organisations started to implement quality games, statistical process control, 
workers motivation (training), and taking into consideration quality costs 
(ibid).  
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In the early 1980`s the US quality management took fresh breath with 
Deming`s return from Japan. Deming had great success in Japan, the ideas 
of which changed the country. Following his return he worked closely with 
leading American companies and applied new methods of quality 
management.  
Deming's approach to quality management includes four key 
components (Salimova, 2008): 
- Statistical Process Control; 
- Scientific approach; 
- Behaviour management; 
- Systematic approach.  
The most important position of the Deming`s philosophy was a 
systematic approach to solving quality problems, known as the Deming`s 
cycle, or PDCA (refer to figure 2.5). This model is widely used nowadays in 
all modern concepts of quality management. His views can be also be traced 
in his famous 14 points.  
After this American specialists started to rely on new waves of quality 
management. This was the driving factor to change the mentality of workers 
and creating teamwork to improve product quality. However, there were 
disagreements coming from the mid-management of the American 
organisations. The new approaches of improving quality management 
seemed to them as hazardous for their work place and position. The 
responsibility for the working processes and quality outcome was considered 
to be taken by ordinary workers, where customer satisfaction tended to be 
an important element in quality management. Therefore, American 
manufacturers implemented internal customer concept.  
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Figure 2.5'HPLQJ¶V Approach to Quality Management 
Source: (Designed by Author) 
 
After this American specialists started to rely on new waves of quality 
management. This was the driving factor to change the mentality of workers 
and creating teamwork to improve product quality. However, there were 
disagreements coming from the mid-management of the American 
organisations. The new approaches of improving quality management 
seemed to them as hazardous for their work place and position. The 
responsibility for the working processes and quality outcome was considered 
to be taken by ordinary workers, where customer satisfaction tended to be 
an important element in quality management. Therefore, American 
manufacturers implemented internal customer concept.  
National companies in order to achieve quality improvement upheld 
the slogan ³)LUVW RI DOO LV TXDOLW\´ 6LQFH WKH SHULRG  WKH EHVW WKUHH
companies in terms of improving quality management, have been selected 
based on their achievements including obtaining the Malcolm Baldrige 
award. 
Deming's 
Approack to 
Quality 
Management 
Statistical 
Process 
Control 
Scientific 
Approach 
Behaviour 
Management 
Systematic 
Approach 
The University of Nottingham 26 
 
Thus, here are some of the common features of the USA`s quality 
management experiences: 
- defining quality as good conformity, 
- focus on the customer, 
- systematic approach to quality management, 
- use of statistic methods 
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Chapter 3 Development of Quality Management in Kazakhstan 
3.1 The Formation of Quality Management as a Science during the 
Soviet Period 
USSR specialists made significant contributions to the existing 
approaches of quality management. One of the first forms of quality 
management in the Soviet Union included the inspection of the products by 
sorting and grading them. Another contribution came from labour 
organisation in 1920-1930s in developing quality management. For example, 
in 1921 the Central Institute for Labour (CIL) was created, headed by 
Gastev - a prominent social activist, and scholar (Salimova, 2005).CIL 
focused on the need for continuous improvement amongst labours. One of 
the notable achievements was the innovative and special method of 
industrial training that emerged as a core method in CIL (ibid).  
According to Gastev (1972), there are 16 rules the implementation of 
which should contribute to the formation of labour extracts regardless of the 
type of work undertaken. He paid a great attention to the development of 
methodology standards, their justification, and classification by evolving the 
principles of harmonisation of standards with scientific and technical culture 
(Salimova, 2009). Additionally, he considered standardization as 
organisation method of the cultural and technical life, forming a special 
"standardizing economy" dominated by the systems principle (Boytcov and 
Kryanev, 2000). 
Another contributor to development of the theory and practice of 
quality management in USSR refers to Boytcov (Salimova, 2005). He is 
credited for developing quality management theory and methodologies of 
the life cycle elements of technical objects. Since 1963 to 1984 he was the 
head of the USSR`s State Standard (ibid). 
Boytcov highlighted the increasing importance of the cybernetic 
approach considering the organisation problems of quality management in 
engineering products (Salimova, 2009). This is concerned on combining 
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various events into a single system of continuous activities at all stages of 
the productlife cycle. According to Boytcov and Kryanev (2000), after 
studying the methodology of quality management in engineering products, 
there following requirements should be addressed (refer to figure 3.1 
below): 
- developing a strategy and management criteria; 
- providing monitoring over the implementation of quality management 
strategy; 
- availability of reserves; 
- considering the human factor (Boytcov and Kryanev, 2000). 
 
Figure 3.1: Matrix on Boytov Requirements of Quality Management  
Source: (Developed by Author) 
The focus of Boytcov was on the development and operation of quality 
systems, planning, quality improvement motivation, and product certification 
(Boytcov and Kryanev, 2000).  
One of the achievements of the Soviet school of quality management 
is the creation of qualimetry (Askarov, 2012). By the end of 1960 the 
group of researchers identified common methodology of quantitative 
methods of assessing the quality of different objects.The theoretical 
synthesis of these methods led to the formation of an independent scientific 
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discipline of qualimetry. In accordance with the approach of qualimetry the 
focus involves studying the methodology and scope of the comprehensive 
quantitative evaluation of any objects` quality (objects or processes, labour 
products or nature products) (Azgaldov, 1968). There are basic objectives of 
qualimetry formulated by scientists (Glicheva, 1971): 
- choice justification of quality indicators reflecting the purpose of the 
study, especially the process and decision management; 
- development of methods for determining the numerical values of the 
selected parameters, the choice of input data and determining the 
accuracy requirements; 
- development of methods for determining the optimal values of quality; 
- formulating and solving optimization problems to justify the choice of 
standards and technical requirements; 
- developmentof common measures of quality and terms justification of 
their utilisation in standardisation and quality control problems; 
- statistical approach utilisation: 
The development of qualimetry had a significant influence on the 
theory and practice of quality management (Askarov, 2012). Today, 
effective quality management can be the only possibility if there is a 
sufficiently accurate and objective method of measurement and evaluation. 
This in turn stimulates the development of quality management and the use 
of its methods (ibid). 
In parallel with the development of qualimetry there was another 
quality management approach involving Economic ± Statistics 
(Tchelnokova and Balberova, 2010). The problem of statistical study of the 
quality of domestic products has attracted scientists for decades. Therefore, 
in USSR in 1940-1950s statistical process control and analysis of the 
products quality had intensive development (Salimova, 2009). 
Boyarsky (Salimova, 2005) formulated the basis of economic-
statistical approach in the study of the products quality. In early 1964 
Institute of the Central Statistical Office of the USSR decided to develop a 
method of economic and statistical evaluation of product quality 
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(Tchelnokova and Balberova, 2010). In contrast to qualimetry, scientists of 
this approach considered that the development of a single comprehensive 
measure of quality is unacceptable from the perspective of practice, since 
comparison of the performance and aesthetic properties of various products 
remains possible. According to this approach product quality has two 
aspects, namely production and customer quality (ibid).  
Production quality is characterised by a combination of properties 
provided for the specifications (Salimova, 2009). Quality information has 
merely technological character. Even in the case involving consolidated 
statistics of quality indicators, such as indices grading, loss due to defects, 
complaints and so on, it narrows down to assessing the validity of finished 
products. That is an evaluation of operations quality of the enterprise rather 
than product quality (ibid). 
Customer quality may be characterised by certain results of 
customisation and the usefulness of the product by customer. The 
information system in this case is of an economic nature, which can be the 
product life, the usefulness of the product, product reliability et cetera 
(Salimova, 2002). Through the introduction of economic-statistical approach 
such created development of statistics on product quality including the 
formation of economic information system on product quality which plays a 
significant role in the process of quality management (ibid). 
Quality management in the frame of economic-statistical approach is a 
corrective action on the process of quality in production and its display in the 
product consumption; this is normally done on basis of signals carrying the 
specific information. Management is based on the utilisation of the feedback 
between the customer product quality and manufacturing product quality 
(Siskov, 1971). 
Another trend that emerged in the USSR`s science of quality 
management referred to the economic theory of quality (Salmova, 2005). 
Cost-effectiveness of improving the product quality should be assessed by 
comparing the results of the production costs in two fie
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production and consumption. In this regard, the contribution by scientists 
plays essential role considering that it can be impossible in solving quality 
problems from the perspective of one company or one industry.. 
Lvov (1975) formulated main rules, features, and problems of the cost 
efficiency of quality improvement in industry. They noted that for its 
determination similar economic indicators can be used as in defining the 
efficiency of capital investments: net cost and operating cost, capital 
investments (Vilensky, 1969). From this, the one with the lowest adjusted 
cost can be the best quality improvement option. Using the best of the 
compared alternatives provides the highest value of economic effect. 
Lvov (1975) noted that the main indicator of improving the quality of 
products refers to the national economic effect. The essence of the economic 
effect of improving the product quality for manufacturers and customers, as 
well as the economy as a whole is shown in figure 3.2 below. 
 
 
 
 
 
 
 
Figure 3.2, The Economic Effect of Improving the Quality of Products 
Source: Salimova (2008, p. 71) 
 
3.2 Development of Quality Systems in the USSR 
Theoretical developments in the field of quality management were 
performed at the highest domestic level. These included studies on problems 
of automation, simulation, and information systems management processes, 
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design of organisational structures, reliability of qualimetry, and statistical 
methods (Tchelnokova and Balberova, 2010). 
The development of quality management system in industrial plants 
over the various cities within the country took into account the international 
standards. There was merge between quality and organisational 
management in the QMS such as - Saratov system BIP (zero-defect 
manufacturing), KANARSPI from Gorky (quality, reliability, service life from 
the first production), NORM from Yaroslavl (scientific organisation of labour 
to increase motor potential), Lvov system SBT (the system of defect-free 
work) and KS UKP (complex quality management system) (Salimova, 2009). 
Management criteria used in Saratov system BIP, Lvov SBT, and KS 
UKP were specifically designed for managing quality and were widely used in 
the industry (Tchelnokova and Balberova, 2010).Thus, the index of 
proportion of superior products became the main in long-term and on-going 
planning of all quality activities in organisations, industries and entire 
regions (ibid).  
In 1955, Saratov system BIP of zero-defect manufacturing organisation was 
established by Saratov machinery engineers (Askarov, 2012). This meant to 
ensure workers product manufacturing processes without setbacks from the 
technical documentation (ibid). The system aimed at promoting quality of 
work from the work force. The main criterion for quantitative assessment of 
work served as a pass rate of production. The introduction of BIP allowed 
providing the strict implementation of manufacturing operations at the same 
time increasing responsibility of employees towards qualitative results of 
their work and motivation (Nurpeisova, 2010).  
The system of defect-free work (SBT) was developed and implemented 
for the first time in the city of Lvov in 1961 (Salimova, 2009). It was aimed 
at providing the high quality output by increasing the level of operations 
through employees of the organisation. Unlike the BIP, it included not only 
an assessment of quality of the workers, but also engineering and technical 
personnel (Nurpeisova, 2010). 
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KANARSPI system (quality, reliability, service life from the first 
production) (Gorky, 1958) was aimed at high level of design development 
and technological preparation of production (Askarov, 2012). Driving factor 
for emergence of this system was the reason of low reliability of 
manufactured machines. It was found that 80-85% of the failures during 
operation of machines were due to the constructive and technological 
defects, and only 15-20% was due to production (Tchelnokova and 
Balberova, 2010). By introducing this system, activities aimed at improving 
the quality provided not only defect-free but also reliable products with 
longer lifespan. Implementation of KANARSPI allowed to reduce the lead 
time of finished products with specified level of quality by 2-3 times; to 
increase reliability of products by 1.5-2 times, it extended the life twice 
longer and reduced complexity of assembling operations 1.3-2 times (ibid). 
This was achieved through joint work on operational development of 
samples from design office, engineering staff, front line workers, and 
specialists exploited ready goods (Nurpeisova, 2010). 
The system of NORM (scientific organisation of labour to increase 
motor potential) was developed in the city of Yaroslavl Engine Plant in 1964 
(Tchelnokova and Balberova, 2010). The purpose of the system was to 
increase reliability and durability of engines produced by the enterprise. It 
was the combination of the main ideas of the BIP, SBT, and KANARSPI. This 
system provided not only the fulfilment of the requirements of existing 
standards but new and even higher standards, which were established after 
reaching the previously planned results (Nurpeisova, 2010). Motor potential 
(engine resource) was the one to be planned, where quality of engines were 
assessed according to the resource till the first overhaul (ibid). 
Complex quality management system (KS UKP) was developed in 1975 
by enterprises and research institutes in Lvov and State Standard of the 
USSR (Salimova, 2009). Then, this system was tested in a practical and 
experimental way in industrial enterprises of the city. Moreover, it was 
recommended for implementation in various sectors of the economy by a 
special resolution of the Central Committee (Tchelnokova and Balberova, 
The University of Nottingham 34 
 
2010). The aim was to create a system of high product quality and technical 
level, conforming to the best world standards and developments in science 
and engineering. 
Depending on the level of development and introduction, it was 
assumed total or partial implementation of following management functions 
in KS UKP (ibid): 
- planning improvement of product quality; 
- regulation of product quality requirements; 
- certification of product quality by category (assessment of product 
quality based on relevant criteria); 
- organising the development and formulation of new products to 
manufacture; 
- organisation of technological preparation of production; 
- organisation of metrology; 
- organisation of logistics; 
- special preparation and training of personnel; 
- ensuring stability of the planned level of quality in its design, 
manufacture, storage, transportation, distribution, and consumption 
(utilisation); 
- stimulating quality product improvement; 
- state and departmental quality control and product testing; 
- state supervision of the implementation and compliance with 
regulations and measurement units; 
- legal support for quality management; 
- information support for system. 
The great advantage of the KS UKP compared with previously 
elaborated quality systems was the focus on process management 
(Salimova, 2009).Thus, quality management covered all stages of the life 
cycle of particular objects of management (design, production, handling, 
operation) at all levels of the organisation (Tchelnokova and Balberova, 
2010). 
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Organisational and technical management of KS UKP was based on 
standards of organisations (Askarov, 2012). Each organisation within the 
system developed its own quality standards for all functions envisaged by 
the project, i.e., management processes were documented. KS UKP in many 
ways was similar to the ISO 9000 (a process-oriented approach to quality 
management) and the principles of TQM (ibid). At the beginning of 1986, KS 
UKP was implemented in 35 thousand organisations within the country. This 
allowed most of them to increase manufacturing products with the quality 
mark, improve the pass rate of production, reduce claims and loss occurred 
due to defects, reduce development time, and mastering new products 
(Nurpeisova, 2010). 
However, KS UKP as previous systems did not have a significant 
impact on product quality in the country. It turned out to be ineffective due 
to the following reasons (Askarov, 2012): 
- administrative management system of the government did not allow to 
prioritise the problem of quality for a long time focusing rather on 
production plans; 
- there were missing markets for goods and services, the competitive 
environment, free hand for executives in management recruitment; 
- lack of management motivation and staff in quality improvement and 
business orientation in developing and implementing KS UKP; 
- the system was mainly focused on ensuring that the products are not 
the needs of consumers and the requirements of the current 
regulatory documents; 
- system was mainly focused on ensuring the compliance of the product 
which did not meet customer needs, but focused on requirements of 
regulatory documents; 
- there were used administrative methods for implementation of quality 
management system and senior party organs of the country obliged  
all businesses and organisations to implement the KS UKP; 
- basic principles of integrated systems approach had been violated, 
while implementing KS UKP in many organisations not all elements of 
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system were used or there were use of simplified versions which did 
not allow to ensure system`s effectiveness. 
- introduction of the system frequently treated as a formal event, i.e. 
led to insignificant changes in projects of model standards, obtained 
from the relevant departments of the ministries and agencies, in order 
to report to them about the readiness of the system 
Economic crises in 90s and transformation to market economy brought 
development of the systematic approaches of quality management former 
Soviet countries down for many years (Salimova, 2005). Despite that even 
in market economy KS UKP did not lose relevance not to mention their 
similarities with ISO 9000 standards, which is being widely introduced to 
many companies (ibid). With the development of the ISO 9000 version of 
1994, companies, which had informally implemented KS UKP, could 
smoothly implement a quality system with ISO 9000 standards. 
With development of economic reforms in the former Soviet countries 
more attention has been accorded to quality (Tchelnokova and Balberova, 
2010). Today, one of the major problems for enterprises of these countries 
involves development of quality system which may provide competitive 
advantage. Also, Quality system is important in dealing with foreign 
customers, which consider that manufacturer is obliged to have quality 
system including being certified for the same by the authority certification 
body. Quality system should take into consideration peculiarities of 
organisations; provide cost minimisation for development of the product and 
its introduction (Mironov, 2006). 
3.3. Development of Quality Management System in Kazakhstan 
After the USSR had collapsed, most of the former Soviet countries 
experienced many difficulties. As part of the great system, the industry of 
Kazakhstan underwent transformation to market economy (Askarov, 2012). 
Furthermore, stiff development of national certification systems of the 
former Soviet republics and countries in Eastern Europe and other rapidly 
developing countries and their access to world market provided the 
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differences in the regulatory and legislative framework for national 
certification (Nurpeisova, 2010). As a result, these countries have gone 
through certification barriers towards successful development of foreign 
trade and entry into the global market (ibid). 
Technical control committee of Kazakhstan supported development of 
national quality standards; its main purpose aimed to become a member of 
World Trade Organisation (WTO) (kazinst.kz). During independence, 2510 
national standards were accepted and 1603 required international standards. 
The national standards degree has been rated at 64 % to international ones 
(Nurpisova, 2010). However, some companies are still using the old (Soviet 
8QLRQ¶V V\VWHPEHFDXVH RI XQGHYHORSHG WHFKQLFDO EDVLV ZKLOVW FRPSDQLHV
should produce the most quality products and be more competitive (ibid). 
Many standard centres after USSR`s collapse stayed in the territory of 
Russia. Therefore, Kazakhstan had to develop and create its own standard 
centres from scratch, which was opened in the city of Astana at 2006 
(Askarov, 2007). There are 17 etalons in the world, and Kazakhstan has 15 
of them. In addition, there were signed agreements on recognition of the 
standards and measures with worlds unions such as CIS (Commonwealth of 
Independent States). Suffice to mention the established relations with 
Middle and East Europe in terms of trade (Nurpeisova, 2010).   
Development of market in Kazakhstan has identified new priorities of 
development of production, for instance; (a) enhancing competitiveness of 
the product manufactured in Kazakhstan (b) transferring from production 
industry to the processing one (c) meeting the growing needs of population 
(d) creating the system of product`s security (ibid).  
There have been attempts by authorities, enterprises, and 
organisations, including the public ones as well as citizens to promote 
solution of tasks in the area of quality and competitiveness of the domestic 
product and services (Nurpeisova, 2006). In this regard, there is 
requirement for the optimization of activities on establishment and 
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application of Management System, which comply with the requirements of 
international standards (ibid). 
In this connection, it was imperative to have a new approach to solve 
these tasks. Export expansion of Kazakhstan`s product to the overseas 
markets has been focused on achieving a high level of product quality 
including introduction of modern management systems (Nurpeisova, 2010). 
In industrialized countries, intensive competition and technological 
sophistication of production have made the implementation and 
maintenance of modern management systems extremely necessary 
(Mironov, 2006). 
Five enterprises accepted QMS in 2001. In 2009 they have extended 
to 700, and 140 enterprises had joined them that year. Also, there has been 
a dramatic increase in accepting the QMS, in 2013.This can be seen in table 
3.1 in reference to enterprises that were certified in accordance with ISO 
9000.  
# Region 
Enterprises that 
certified according 
to QMS (2009) 
Enterprises that 
certified according 
to QMS (2013) 
1 Akmola 12 293 
2 Aktobe 40 285 
3 Almaty 169 227 
4 Almaty (city) 58 974 
5 Astana 46 556 
6 Atyrau 49 198 
7 East Kazakhstan 45 277 
8 Zhambyl 18 366 
9 West Kazakhstan 50 197 
10 Karagangy 52 698 
11 Kostanay 26 139 
12 Kyzylorda 23 231 
13 Mangystau 40 248 
14 Pavlodar 20 203 
15 North Kazakhstan 11 104 
16 South Kazakhstan 41 413 
Total 700 5409 
Table 3.1 Certified Organisations in Accordance with ISO 9000 
Source: http://77.245.108.84/index.php?do=web_search (last access 
21.08.2013) 
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Currently, a greater part of the international standards have been 
related to the development and implementation of modern management 
systems in the organisations of any size, types of activity, and forms of 
ownership (Nurpeisova, 2010). The adoption of ISO 9000 is being supported 
by the government of Kazakhstan through Kazakhstan Institute of 
Standardisation and Certification (KazInst, 2013). Also, as many foreign 
partners and importers require ISO certification, it can be important to adopt 
quality management principles for local companies (Moldashev, 2009). 
Presuppositions of the Development Concept of Quality Management 
System are pegged on the need for enhancing competitiveness of 
Kazakhstan`s enterprises; facilitating integration of the economy with global 
processes; ensuring the balance of interests of state authorities, 
manufacturers, public organisations, and customers under the conditions of 
changing market (ibid). 
In the Republic of Kazakhstan, International Standard ISO 9000 
requirements for Management System, are adopted DV6WDWH6WDQGDUGǹǺ5.
ISO 9000 (Nurpeisova, 2010). Preparation of the enterprise for Management 
System certification on the EDVLVRIVWDQGDUGǹǺ5.,62 LQFOXGHVWKH
following stages (ibid): 
1 - Analysis of applicability on the enterprise Management System 
(how applicable the enterprise Control System complies with requirements of 
ǹǺ5.,62 9001) 
2 - Development of Management System documents in accordance 
ZLWK6WDQGDUGǹǺ5.,62 
- Quality Manual; 
- documented procedures; 
- working instructions; 
- job descriptions. 
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If the above-mentioned documents are available on the enterprise 
then only its modification and actualisation can be required (ibid). 
3. %ULQJLQJ LQWR DFFRUG HQWHUSULVH¶V DFWLYLW\ZLWK UHTXLUHPHQWV RI WKH
developed documents of Management System (adoption of Management 
System). 
4 Carrying out of audit (inspection) of the adopted Management 
System iQFRPSOLDQFHZLWK6WDQGDUGǹǺ5.,62 
According to the research made by Moldashev (2009) there were some 
issues in implementing ISO 9000 certification. They can be defined as lack of 
coordination improvement between departments, and putting less 
consideration of certification on management efficiency and cost saving 
perception. However, all the expectations in applying the ISO 9000 standards such as 
improving the relationship with suppliers and quality of products had been met. Therefore, 
these could have emerged due to the blunder of top management and ISO 
consulting company, instead of focusing on dimensions of certification 
considering waste and process management. 
3.4. Quality Awards in Kazakhstan 
Organisations can assess their achievements in business excellence in 
terms of quality by applying for one of the many quality awards that exist 
around the world (Salimova, 2009).  There are a number of awards, for 
instance, the Deming Prize, originated in Japan, which can be given to any 
company worldwide, and the Malcolm Baldrige National Quality Award 
(MBNQA), began in the USA (Dale, 2007). 
The main goal of applying for quality awards is to compare progress 
against other organisations not just to win an award (Tchelnokova and 
Balberova, 2010). The detailed feedback received can be highly valuable for 
organisations. However, organisations can achieve these results by 
conducting a good self-assessment (Salimova, 2009).  
Today, every country has its own award for quality (Askarov, 2012). 
The model assessment of Kazakhstan`s Award for quality that is called 
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³$OW\Q6DSD´ FDQ EH VHHQ IURP ILJXUH  "AltynSapa" is a prize of the 
President of the Republic of Kazakhstan, the national award for 
achievements in the field of quality (Nurpeisova, 2010). The award was 
HVWDEOLVKHG E\ SUHVLGHQWLDO GHFUHH RQ 2FWREHU   ȹ  7KH
competition for the award of the President of Kazakhstan". ³AltynSapa´ is 
given to person or organisation which improves the economy of Kazakhstan, 
development of its own production, and continuous improvement of the 
quality of goods and services (ibid). 
 
 
 
 
 
 
 
 
 
Figure 3.3, Model assessment of Kazakhstan`s Award for quality,  
Source: Nurpeisova (2010) 
Since the year 2009, the model of competition has been harmonised 
with that of the European Quality Award, which takes into account the trends 
of modern management (Askarov, 2012). This award reinforces the 
importance of the leading role of leadership, policy, and strategy of the 
organisation's quality and satisfaction with the quality of products and 
services (Nurpeisova, 2010). 
In the competition for the award of the President of the Republic of 
Kazakhstan "AltynSapa" awarded prizes in three categories: 
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1. "The best company for production purposes"; 
2. "The best company producing goods for the population"; 
3. "The best service providing company." 
Each category is awarded two prizes in the following criteria (ibid): 
x Small and medium-sized enterprises; 
x big business organisation. 
Award winners receive national recognition of quality for all local 
producers. This award serves as a national analogue of Deming`s Prize, the 
Malcolm Baldrige Quality Award, and the European Quality Award (ibid). In 
2006-2008, for instance, there was a rate where the winner of a national 
contest got charged only 50% of the corporate income tax, although such 
was abandoned. This is because the main purpose of the award has been to 
improve the quality of goods and services in line with the advanced 
standards and technologies (Askarov, 2012). 
Main purposes of the award include (Nurpeisova, 2010): 
- revitalization of businesses and organisations aimed at improving 
the quality of domestic products 
- facilitating saturation of the market for high-quality and competitive 
products 
- Promoting the idea of quality of the population 
- The main criteria for participation in the competition for the Prize of 
the President of the Republic of Kazakhstan "AltynSapa" is to 
achieve significant results in the field of quality assurance of 
products, works or services, increase their competitiveness, the use 
of high-quality management, the introduction of international 
standards, not to mention customer satisfaction.  
As time goes by organisations began to realize that lasting 
improvements could not be accomplished without significant attention to the 
quality of management practices used on a daily basis (Nurpeisova, 2010). 
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Managers have begun to realise that the approaches they use in listening to 
customers need refinement including the development of long-term 
relationships and strategy (Moldashev, 2009). Other considerations include 
measuring performance and carrying out data analysis; devising reward and 
train programs for employees; designing and delivering products and 
services; and acting as leaders in across the organisations. Generally, these 
have been construed as true enablers of quality (Nurpeisova, 2010). 
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Chapter 4 Case Study 
4.1 Case Study Overview (Methodology) 
Case study focuses on particular type or example of the research area; 
for instance, Nottingham University is an example of the type of university 
(Biggam, 2008). Additionally, tt observes one typical example in order to 
deeply examine and explore various phenomenon forming sample`s life 
cycle (Cohen and Manion, 1995). 
According to Yeung and Chan (1998) case studies have or involve 
qualitative approaches/techniques especially in the field of quality and 
operation management. This is because does not require statistical methods. 
Therefore, the researcher used qualitative techniques to analyse and probe 
the company in question. Data collection was administered in two ways: 
1) Review of relevant documentation and information on company 
2) Semi-structured interviews with management and line workers 
Documentation, which was reviewed and then analysed, is related only 
to quality management field of the case study company. All the data and 
information obtained were strictly conserved collected with consideration and 
LQ IXOO DZDUHQHVV RI WKH FRPSDQ\¶V PDQDJHPHQW 7KH GRFXPHQWDWLRQ
observed and analysed included Quality Management System Documentation 
based mainly on ISO 9000 standards, Position States, Quality Policy, Product 
Manufacturing Documentation and Quality Functioning Reports as well as 
Presentations and Additional Information from Journals regarding the case 
study company. However, due to sensitivity of the information and 
vulnerability on the safety of the company`s aesthetic issues, the access to 
some documents was limited. This included financial aspect in terms of 
quality, such as reports on cost efficiency of the quality management. 
Next approach of the data collection was conducted using interviews 
and asking typical questions to both the top management and line workers 
of the case study organisation. This approach of semi structured interview 
provides flexibility in enabling the interviewer to ask new questions. In order 
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to make full picture of the operating and functioning quality management 
activities, first quality management system personnel and top management 
represented by director of the company were interviewed. This was 
seconded by the HR manager and other line workers from testing 
department. All the interviews were recorded and later translated, corrected 
and transcribing of the edited records. The languages used in the interviews 
were Russian and Kazakh. 
Both approaches focused on the functionality of the quality 
management and related activities as well as organisations strategy in terms 
of quality. The objectives included the identification of the features of the 
quality management approaches presently implemented in the case study 
company as well as driving factors towards this. 
4.2 Company Background 
After the resolution of the Government on car assembling plant, Joint 
6WRFN &RPSDQ\ ³$]LD$YWR´ ZDV IRXQGHG DQG IRUPHG DW th December of 
2002, when it was handed a primary state registration. Headquarter of the 
company together with car assembling plant, are located at the city of Ust-
Kamenogorsk the capital of East Kazakhstan. However, in order to be 
formed as a plant many activities had to be finished and accomplished. For 
example, some of them were acquisition of special equipment for welding, 
assembling and vehicles testing, which was brought from Finland. Another 
RQHZDVPDNLQJDQDJUHHPHQWZLWK-6&³$9729$=´RQDVVHPEOLQJWKHSDUWV
of the automobiles.  
From the beginning of the company, there existed only one model of 
the FDU VXSSOLHG EDVLFDOO\ E\ ³$9729$=´ 7KH PRGHO RI ³$9729$=´ FDOOHG
NIVA VWDUWHG LWV PDVV SURGXFWLRQ LQ ³$=,$ $972´ DQG VROG RQO\ LQ
.D]DNKVWDQ¶V LQWHUQDO PDUNHW 7KLV KDG EHHQ GHVLJQHG PDLQO\ IRU PLGGOH
class of the population (Plant ǵȭstȖrț, n.d.). However, at 4th quarter of 2003 
³NIVA´ ZKLFK LV SURGXFHG LQ .D]DNKVWDQ GHEXWHG DQG LQWURGXFHG DW
international stage. Therefore, this resulted in expanding the market 
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internally as well as externally by exporting their produce in neighbouring 
countries bringing the company to the next level. 
This attracted other investors and partners who were interested in 
launching and producing new types of automobiles. Consequently, at 18th 
August 2005, after visiting the plant a special delegation of high-ranked 
represHQWDWLYHV IURP ³6NRGD $XWR´ WKHUH HPHUJHG DQ DJUHHPHQW WKDW VDZ
WKH IRUPDO UHVROXWLRQ RQ PDVV SURGXFWLRQ RI FDUV ³6NRGD 2FWDYLD´ ibid). 
Before that, specialised checking and testing took place on the readiness and 
FDSDELOLW\RIWKHSODQW³$=,$$972´IRUSroduction of new automobiles. Since 
Octavia`s production had increased sales and production significantly by 
attracting new clientele from different segments and groups such as 
businessmen, family people, and others (ibid). This had been achieved 
because of the wide range of options that had been allowed to be produced 
for Octavia starting from capacity of 1.6 lt. to 1.8 lt. of the engine. Providing 
different option of the model was initiated for further increasing their market 
potentials. 
+RZHYHU ³$=,$ $972´ GLG QRW VWRS DW WKHLU DFKLHYHPHQWV ,Q WZR
years, they signed the agreement with the South Korean division of the 
OHDGLQJ JOREDO DXWRPRELOH LQGXVWU\ &RQFHUQ ³*HQHUDO 0RWRUV´ - «GM 
DAEWOO Auto & Technology» on assembling of the three models of 
Chevrolet (Sizikova, 2008). This was only the beginning of the cooperation 
EHWZHHQ ³$=,$ $972´ DQG ³*0 '$7´ ZKLFK WKHQ JUHZ LQWR FORVH
UHODWLRQVKLSV$V D UHVXOW ³$=,$$972´EURDGHQHG WKH UDQJHRI WKHPRGDO
types being produced extending the market by offering higher class models. 
)RUH[DPSOHRQHRIWKHIDYRXULWHPRGHOVFDQEH³&KHYUROHW&UX]H´WKDWZDV
in demand amongst mid class looking for cost efficient cars. This modal was 
produced in different types and classifications, attracting potential 
customers. On top RI WKDW ³*0 '$7´ SURYLGHG DQG VXSSOLHG QHZ
technologies, delivered new techniques and educated its staff at the plant. 
Next, at the beginning of second quarter in 2010, there was a 
FHUHPRQLDO ODXQFKLQJ RI ³.,$´ DXWRPRELOHV RQ WKH SODQW $V SDUW RI WKH
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ceremony the president of the regional office of «KIA Motors Corp. », Mr. 
Eich Ty Lee (Plant ǵȭstȖrț, n.d.) stated that the plant`s assembling line was 
fully capable and completely ready to manufacture cars of the concern 
³.,$´ 
³7KH WHVW UHVXOWV FRQILUP Whe high quality of the pilot batch of 
produced cars. I am confident that the cooperation between «KIA 
0RWRUV&RUSª$QG³$=,$$972´ZLOOEHWKHUHELUWKRIRXUEUDQGLQ
WKHPDUNHWRI.D]DNKVWDQ´ 
7RGD\ ³$=,$ $972´ SURGXFHV FDUV from four different automobile 
concerns offering widest choice and range of models starting from small 
capacity cars to SUVs (vehicles produced can be seen in Appendix A)³$=,$
$972´E\VROGDSSUR[LPDWHO\ 500 automobiles in total. This makes 
the plant one of the biggest producers and leaders in auto-industry in the 
whole Kazakhstan. 
4.3 The Current Automobile Market in Kazakhstan or Potential 
Competitors of AziaAvto 
In 2012 the market growth of new sold automobiles in Kazakhstan, 
which was equal to 85 743 cars,was 2.14 times higher than the results for 
the previous year. At the last month of 2012, approximately two thirds of 
the sold automobiles were produced in Kazakhstan and Russia, while the 
rest was brought from other countries (Qncepto, 2013). 
When it comes to segmenting the structure of new sold automobiles 
by brand, first place of realised autos was given to LADA, which had 34 839 
VROGYHKLFOHV1H[WZDVIDPRXV-DSDQHVHEUDQG³72<27$´ZLWKWKHQXPEHU
of automobiles of 7 891 (ibid). There also was a slight lag from Toyota for 
the products of the Uzbek automobile industry which took third place. UZ-
Daewoo distributor was able to realise 7 796 cars. Though Hyundai had an 
experience of the decline in market share, it has retained fourth place in 
ranking. The passenger models of Korean brand in 2012 had 7.66% of the 
market. Two brands of Ust-Kamenogorsk assembly made a castling, Kia and 
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Chevrolet, produced mainly by the AZIA AVTO, won the 5th and 6th position 
respectively. Triple increase in sales of KIA brought upper position in ranking 
and got ahead of the American brand. 5491 citizens of Kazakhstan owned 
cars of KIA models. The share of Korean brands increased up to 6.4%. 
In terms of car production, Kazakhstan`s auto industry recorded high 
results by the period 2012. There have been manufactured 19094 passenger 
cars, thus being 2.33 times more than the year before in Kazakhstan. The 
share of JSC AZIA AVTO (city Ust-Kamenogorsk) was 16 513 in terms of 
produced cars.  On the basis of JSC Kazakhstan AgroMashHoldingKostanai in 
the reporting period was produced by 2,581 cars. Sales of passenger cars of 
Kazakh production in 2012 accounted for 18 621 units which is 2.53 times 
higher than last year. Thus, the share produced by the passenger car in 
Kazakhstan increased from 19.64% in 2011 to 21.72% in 2012. The 
strategy of the company in Quality Manual can be expressed as follows: 
Gaining and maintaining the leading position in the automobile 
market of the country, the increase in production through access 
to foreign markets. 
Therefore, AziaAvto contains 15.5% of the whole automobile market of 
Kazakhstan, while the plant is the part of company group Bipek Auto leading 
automobile selling concern of Kazakhstan which owns more than 50% of 
market share in terms of the realisation of new vehicles. This all proves the 
growing importance of the AziaAvto as the main producer, manufacturer, 
and supplier of brand new automobiles by contributing in the extending 
domestic market share of the car industry in the country. As a matter of fact 
AziaAvto achieved the edge of competitive advantage in producing the 
automobiles, which can be due to several factors, such as the strategic 
importance of the plant location/layout and quality management system 
implemented all over the entire organisation (Tishkovets, 2012). 
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4.4 Location of the Facility and Layout of the Plant 
Generally, it is preferred by most industries and manufacturers (in 
Kazakhstan) to locate their plants as close as possible to the railway. This 
mode of transport tends to be most cost efficient and appropriate in terms of 
economics scale and compatibility. Therefore, the location of the plant of 
AziaAvto was decided to be situated in one of the plants of previously ruined 
heavy machinery complex of VostokMashZavod that was located right next 
to the railway line (Appendix B) which provided direct and immediate access 
of the dispatch to customer.  
There is inventory reducing focus from in the company receiving the 
containers to sending the ready. This enhances quality and goodwill of 
service provided by the organisation. Strategically important location of the 
plant also ensures direct connection with the main dealer Bipek Auto, where 
all the ordered products and batches are being sent immediately after 
manufacturing. 
However, some parts for assorted vehicles are received not only by 
railway, but also come by trucks, mainly parts from LADA models. Therefore, 
the layout of the plant required some adjustment for two ways of receiving 
goods (which can be seen from Appendix C). All the activities involved in 
manufacturing are being controlled and managed in terms of quality. The 
director of quality management system stated as follows: 
³6WULFWFRQWURORSHUDWHVDWDOOVWDJHVRISURGXFWLRQ IURP LQIORZRI
components to manufactured vehicles. We are responsible for 
quality production to the customers as well as our partners, which 
DUHIDPRXVDXWRPRELOHFRQFHUQVLQWKHZRUOG´ 
The total amount of the personnel in the company is accounted for 
more than 750 employees. The dedication of each of them is catching from 
worker to worker. Each worker is proud to work for the organisation, and 
everyone knows that the company values and takes care of each of them. 
:LWK WKH VORJDQ RI ³2XU SODQW LV RXU SHRSOH´ PRWLYDWHV SHRSOH WR EH
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dedicated and loyal towards the company and bears the awareness of 
quality importance as well as its concern. For example, first director of the 
plant, Yuri Petrakov, confirmed as follows (Appendix F): 
³7KHUHZHUHVHYHUDO IDFWRUV IRUFRPSDQ\CVVXFFHVVHYHQWKRXJK
no one believed in this. Everything in the organisation was made 
by our own experts and specialists; every worker had their own 
contribution in launching the plant, from project to equipment 
installation. Also, we created our own construction site, where we 
were producing building materials on our own. Now, I can see that 
the bases for this were laid well, according to the outcome and 
achievement of the company and workers satisfaction for their 
job.´ 
Yuri Petrakov was from the very beginning of plants foundation; he 
and his crew were starting the project from scratch. Although, today he 
moved to Russia and lives there, the memories related to the plant drags 
him back from time to time, where his sun and nephews are carrying on his 
will working with the plant. 
The management at the plant were focused on fulfilling the strategic 
goals. In the beginning of the year, goals were being established in terms of 
production, employee benefits, and profit. Technological as well as quality 
improvement actions were planned and developed. On the other hand, 
before setting any desired goals the top management of the company 
UHTXLUHV HPSOR\HHV¶ DSSURYDO LQ RUGHU WR FRQVLGHU WKHLU HOLJLELOLW\ 8SRQ
establishing the goals they get translated into parts and analysed including 
being distributed across the company.  Planning throughout the organisation 
is being regularly monitored, analysed, and matched with actual 
performance by each department. Also, management is reviewing and 
discussing the problems regarding quality and production on a daily and 
weekly bases. In such manner they arrive at optimal solution. The director 
of Quality Management System states: 
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³0DQ\TXDOLW\LVVXHVLQSDUWLFXODUDUHEHLQJDGGUHVVHGDWPHHWLQJV
and required measures taken to solve them; this way we consider 
the potential ideas for suitable measures in terms of feasibility and 
cost efficiency of the solution. 
Therefore, company as a whole pays close attention to its goals due to 
their strategic importance and achievement of which requires coordination 
between departments. 
 
4.5 Development of Quality Management 
When the plant had been launched they were strictly following the 
standards for particular model of the AVTOVAZ, which had been given by the 
National Accreditation Centre. This serves as the body of Kazakhstan 
Institution of Standards and Certification. Director of Quality Management 
System claims: 
³«IURP WKH PRPHQW RI ODXQFKLQJ WKH SURGXFWLRQ RI 9$=-21213, 
we worked strictly on the state standards of the Republic of 
.D]DNKVWDQ´ 
However, the system of management required many aspects to be 
adopted from the experience of Russian partners, which were giving the 
hand of assistance and shared the knowledge of their way of dealing with 
issues. The president of the AziaAvto expressed as follows: 
³%DVLFDOO\ WKH FRPSDQ\DGKHUHG WR WKH LQLWLDO VWDQGDUGV IRU WKH
production of VAZ. We had to work closely with them and talk in 
DOPRVWHYHU\GHWDLOLIWKHUHZHUHSUREOHPVRQWKHSURGXFWLRQ´ 
Therefore, influence of the foreign partners to the company played 
significant role towards improvement of quality in general. 
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4.6 Time for Quality Management System  
In early 2004, one of the most important strategic decisions made 
referred to the creation an effective management system for the company 
based on the principles of total quality management. 
It should be noted that the staff of JSC "ASIA AUTO" altogether 
supported the decision of the management when it came to the 
implementation of quality system in the company. There were several 
factors for this:  
- many employees in the plant previously worked for other organisations 
which were QMS certified on international standards not to mention 
their experience on the benefits of the system; 
- workers realized that implementation of the management system in 
the company according to the world standards will create 100 % 
product quality. This in turn would result in strengthening the position 
of the enterprise within the market. 
During implementation of the quality management system, the entire 
management team as well as specialists were trained at seminars held by 
reputable consulting organisations. Further, group of professional 
consultants on QMS, who had been trained in international academy of 
quality, were formed in AziaAvto in order to fully meet the needs of the 
training organisation and promote quality management. 
Development of quality management system of AziaAvto took place 
through a common scheme; but with some features able to significantly 
improve the efficiency of development and implementation of each activity 
aimed at establishing the system. The approaches have led to the deserved 
result - quality system at AziaAvto has been developed, implemented, and 
certified in accordance with ISO 9001 Certification System TÜV CERT 
(Germany) during six months. 
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³«we are certified according to DIN EN ISO 9001:2000 in the 
authoritative international body "TUV Thuringen", which took just 
six months to be acquired«´  
(President of AziaAvto, Appendix D) 
The quality management system in "ASIA AUTO" undergoes audit by 
the international certification body every year. Here, highly reputable 
company auditors admit that quality management system applied in 
AziaAvto meets the requirements of ISO 9001 international standard. 
As one of the first car assembly plant in Kazakhstan, JSC "ASIA AUTO" 
in 2009 had been audited and confirmed that its quality management 
system complies with international standard ISO 9001 version 2008. In 
order to be audited by the newest version of the standard, the plant 
conducted corporate training (and retraining) to the staff, therefore, 
adjustment its quality management system.  
The quality management system of AziaAvto is based on three 
components: the audit of the QMS in accordance with ISO 9001, auditing car 
by standards of «Volkswagen», «GM», «AvtoVAZ", and audit of the process 
of production by VDA 6.3 (figure 4.1).  
 
 
 
 
 
 
 
Figure 4.1 The Quality Management System of AziaAvto 
Source: (Developed by author)  
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Director of quality management system of AziaAvto expressed as 
follows: 
³6LQFH $2 $6,$ $872 LV WKH DVVHPEO\ SODQW RI DXWRPRELOH
production, we produce different types, as well as models of cars, 
where the basic requirements of different brands of cars comply 
with international standards. This could be achieved by 
implementing ISO 9001:2008 international standard. In addition, 
each car brand has its own additional requirements for quality 
system. Therefore, in accordance with these requirements, we 
have implemented a quality system standards such as VAD 6.3 
(German Automobile Industry Association) and audit standards 
«Volkswagen», «General Motors» and «AvtoVAZ." 
Audit of the QMS in accordance with ISO 9001, requires two things to 
be conducted in an enterprise. Internal audit is conducted by team of 
internal auditors at AziaAvto. This is done in accordance with the annual 
audit plan for the periodic assessment of the quality of the QMS. The basic 
structure is formed by a group on a permanent basis among auditors with 
specialised training. In addition, for the sake of objectivity third party 
(partner enterprises) conduct audits of the company. External audit, on the 
other hand, is carried out annually by expert auditors from the international 
certification body TIC (TÜV International Certification). 
Audit of the vehicle according to the norms of «Volkswagen», «General 
Motors» and «AvtoVAZ», achieving and maintaining required quality is 
checked by certified quality service personnel through audits of the product 
by the methods of «Volkswagen», «General Motors» and «AvtoVAZ». These 
audits of the vehicle are used for: 
- Evaluation of the outcome quality of cars; 
- Identifying defects and initiating activities in order to prevent the 
former; 
- Mainstreaming queries demanding consumers. 
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Thus, car auditing is a comparison of consumer desires and actual 
quality; the results are an indicator at the same time revealing the level of 
quality of the cars. 
Audit of the process of production by VDA (German Automobile 
Manufacturers Union requirements); the audit process serves as the periodic 
monitoring assessing the qualitative parameters of the process at the time of 
the audit in terms of the established requirements of VDA and procedures 
RI³9:´ &RQFHUQ $XGLW RI WKH SURFHVV RI FDU SURGXFWLRQ LV FRQGXFWHG E\
specially trained (certified) quality service personnel.The main objectives of 
the audits of process are: 
- Determination of the compliance level with the requirements of 
enterprise processes, through quantitative evaluation of 
nonconformities found during the audit including the risk for product 
and process; 
- Identify areas for potential improvement; 
- Control measures and corrective and preventive actions; 
- Dissemination of information about the real state of the senior 
management so as to enhance effective management of individual 
areas in the enterprise.  
4.7 Development of Lean Production 
In tandem with growing relationship of suppliers and partners, the 
view towards manufacturing and production operations began to change. 
This led to adoption of foreign practices taking into consideration 
experiences of the world auto-concerns. In 2010, international conference 
on lean manufacturing took place for the first time in Kazakhstan, which was 
the first milestone for AziaAvto in implementing the Lean Production. 
However, first steps towards lean were done by going through special 
training and seminars, where most appropriate aspects were chosen and 
analysed. In attendance were specialists from the training company ³/HDQ
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3OXV´ ELSHN.kz). Besides, one of the ISO consultants stressed as follows 
(Appendix F):  
³:HPDGHVRPHPRGLILFDWLRQVLQRUGHUWRPDNHRXUSURGXFWLRQ
more efficient at the same time taking our capabilities into 
consideration. Thus, we set up the assembling floor and 
LQWURGXFHGVHOHFWHGIHDWXUHVRIOHDQVXFKDV.DQEDQDQG6´ 
The features of Kanban and 5S implementation can be seen 
everywhere within the plant; on the tables, posters, and stands being 
situated on assembling floor and before the entrances for each department. 
Additionally, it takes an important position in quality policy in line with 
continuous improvement. This is stated in quality manual as follows: 
³'XH WR SULRULWLVLQg quality issues in all areas, continuous 
improvement and efficiency increase in company`s quality 
management system. The development of lean manufacturing, 
and working with partners aimed to improve the quality of 
supplied components and service level of WKHSODQW´ 
Therefore, quality management system in the plant work together with 
principles of the lean manufacturing in order to enhance quality of 
production as well as seeking ways to increase the role of continuous 
improvement. 
4.8 Continuous Improvement  
Continuous improvement is one of the main aspects operating within 
the plant. The improvement in the plant is being held, first, in the way of 
making the correcting actions and warning measures that get sited on 
process map: 
³«LPSURYHPHQW RI WKH 406 HIfectiveness through the 
implementation of policies and achievement of quality objectives, 
the use of the results of internal quality audits, analysis of all the 
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data about the quality of corrective and preventive actions, and 
DQDO\VLVRIWKH406´ 
Also, there is another way of improving the processes of production. 
This involves encouraging and stimulating workers to offer new ideas 
including considering possible changes and supplements. All workers are free 
to share their ideas and views for enhancing the procedures and processes 
in terms of the cost effectiveness and efficiency of the work. In order to 
motivate the workers, the organisation rewards them for every new idea. 
Moreover, the ideas are filled in special forms. The department of the 
director and special commission ensure effectiveness of the processes. In 
the event an offer meets all the requirements of the organisation it gets 
implemented and necessary changes made where applicable. 
Thus, these two ways provide many benefits. Awareness of the 
employees on quality of their processes is very significant feature. This is 
because it makes them to understand their work and its importance. It leads 
to responsibility in their job by meeting the corrective activities. Also, 
workers are motivated towards quality improvement since the company 
values not only the customers` interests but also their own staff. Therefore, 
it brings willingness of workers to changes because initiators of such were 
well known for other employees. This motivated others to develop and 
introduce their own ideas for efficiency and quality increase of the process 
and its outcome. Therefore, continuous improvement plays vital role in 
quality management of the organisation. 
4.9 Quality Inspection 
Quality control in the manufacturing process is performed by 
production staff and inspectors on quality service with documented 
procedures. Controls are carried out at all stages of the product life cycle 
including incoming inspection, operational control, testing and final 
inspection (see pictures at Appendix G). 
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Product designed for manufacturing, undergoes inspection on incoming 
by quality service to meet the requirements of the order and the standard 
documentation. 
Incoming inspection is aimed at: 
- Prevention of products, which do not conform to the requirements of 
the technical documentation and contracts with suppliers to 
manufacturing; 
- data collection, analysis, and reporting other services and suppliers of 
the plant on quality of incoming goods; 
- Reclamation work with suppliers of components and materials. 
Operational control is carried out in order to regulate and monitor the 
process of car production to determine compliance with the requirements of 
the process. 
Test drive was conducted to verify compliance with cars specifications 
and technical documentation (the track of test drive carried out is shown on 
Appendix H). Quality control of vehicles considering compliance with design 
and specifications is made with modern diagnostic equipment from world 
famous brands: "Sun Electric Systems" (Netherlands), "Weco" (Belgium), 
"Bosch" (Germany), "Siemens" (Germany), "Sorghi "(Italy). 
After the test drive, vehicles go to the final inspection. The final quality 
inspection of the assembled and tested cars is carried out in accordance with 
normative and technical documentation. After the final inspection has been 
accomplished production receives sanctions for the sake of quality control. 
Finally ready products are delivered to the customer after all of the above 
activities and procedures have been accomplished. 
4.10 Achievements in the Field of Quality 
The quality of products of "ASIA AUTO" has been repeatedly confirmed 
in regional and national competitions at different levels. This may be 
attested to by the following awards received: 
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- 2005 Award of Akim EKR "For achievements in the field of quality"; 
- 2005 State Prize of the "Choice of the Year"; 
- 2007 Award of the President of the Republic of Kazakhstan "For 
achievements in quality" in the nomination "Best Company for 
production purposes"; 
- 2008 The winner in the regional competition and exhibition of 
"AltynSapa 2008" in the nomination "The best production goods" 
- 2010 The winner in the regional competition and exhibition of 
"AltynSapa 2010" in the nomination "The best manufactured goods" 
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Chapter 5 Discussions, Conclusion & Recommendations 
5.1 First Level Analysis of Findings 
This part of the analysis focused on evaluating the main findings and 
how all concepts linked or tied to the objectives of the study. Throughout the 
study this has been a qualitative research approach hence there was no 
need to undertake any statistical measures. This is because such would be a 
requirement if the study was quantitative in nature. All in all, the researcher 
evaluated the overall findings using a critical lens so as to make the 
dissertation reflective and objective. Just to remind the reader the research 
questions and objectives of the study included the following: 
Research questions were: 
Q1. To what extent have organisations in Kazakhstan complied with Quality 
Management Standards? 
Q2. To what extent have organisations in Kazakhstan harmonised their 
process/operations with Quality Management Standards? 
Research objectives included the following: 
4. To find out the main aspects of effective Quality Management 
Standards 
5. To establish the degree to which organisations in Kazakhstan comply 
with QMS 
6. 7RDVVHVVWKHIXQFWLRQDOYDOXHRI406WRRUJDQLVDWLRQV¶TXDOLW\DQGRU
effective performance 
In the literature review a few issues regarding quality management 
had been presented. The researcher intends not to dwell much on the 
definition of quality but then it was seen that past scholars even Aristotle 
deemed it as something that relates to some sort of perfection. In this 
regard it implies that quality in whatever circumstances adds to the 
perfection of a process. This is exactly what organisations stand to gain 
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when they adopt quality management processes. On the other hand, there 
are times when organisations may incorporate certain quality management 
strategies yet not benefit from them for the reason that such do not meet 
set standards de facto or de jure. This is to say quality de facto is 
mechanisms that need to be considered for the effective performance of an 
enterprise due to its nature and internal goals. On the same note, quality de 
jure serves as initiatives to meet all standards set forth by law. At least 
these two aspects of quaOLW\FDQEHJDWKHUHGIURPWKHVWXG\¶VILQGLQJV 
In the literature review it was seen that quality goes in handy with the 
expectations of the consumers in a product or service. This is an essential 
consideration for organisations in Kazakhstan because such affects other 
dimensions. For instance, customer expectations if at all are adumbrated by 
quality means the same determines the purchasing behaviour and decision 
making. Clearly, if one purports that quality may be determined by the 
expectations of the consumers then without fear of contradiction the former 
would also determine sales. The reader can see that the researcher links 
quality to increased sales though this may not be fully tested in this study. 
This though is a provocation to the reader to also think about the 
relationship between quality and increased sales in the case of Kazakhstan 
situation. The question would be: is there a relationship between quality 
performance and increased sales? Well, upon making an analytical judgment 
on the same the reader may concur that the two have symbiotic 
relationship. The same concern will be hypothesised below as an area for 
future research. 
Key result: There is positive relationship between quality performance and 
increased sales in companies 
In the same literature review it emerged that quality for products and 
services tie to customer expectations. This has been addressed above but 
then the researcher sees it as an essential finding in this study. This is 
because at the end of the day companies in Kazakhstan cannot be 
productive and sustainable if they do not meet expectations of the clients. In 
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fact the same finding overrides with objectives 1 and 2. In the quest to find 
out the main aspects of effective QMS and whether corporations in 
Kazakhstan comply with the set standards the other consideration should be 
whether they consider customer expectations as determinants of their 
quality processes. The important factor here is that as the study evaluates 
the standards for QMS in Kazakhstan it should also take into consideration 
whether such is defined within customer expectations.  
Further assertions in the literature review indicated that quality 
management should go beyond production processes. In this regard, it 
should encompass all aspects of the organisation. On the same note, quality 
management must consider the interests and expectations of the 
consumers, owners, the workforce, partners, and the community at large. As 
the reader can see this takes a new twist from the issues addressed earlier. 
This is because at first instance it is only the need for the QMS to be in line 
with customer expectations. But at this point in time it emerges that it 
should also be in line with other faculties already mentioned above. What 
the researcher interests in is the holistic view of quality management. It 
then emerges that QMS becomes the heart and to a larger extent the soul of 
the organisation where all other functions are coordinated. The reader will 
concur with this fact because quality requirements cannot just be limited to 
production processes; everything in the organisation needs to be punctuated 
within quality domains if there is to be an overall effective performance. This 
is what needed to be established when looking at the case of Kazakhstan. In 
fact further assessment of the literature review findings demonstrated that 
quality control and management serves as a strategic goal of all 
organisations.  
As the reader can see the issue of quality takes a new bend in the 
sense in which it has strategic value to the organisations. This is a strong 
SRLQW ZKHQ ORRNLQJ DW WKH GHJUHH WR ZKLFK .D]DNKVWDQ¶V RUJDQLVDWLRQ
implement QMS that are not only legally compliant but also value adding to 
strategic processes. This assertion reminds the reader of the research 
question 2 where it sought to establish the degree to which organisations in 
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Kazakhstan have harmonised their operations with QMS. All in all this had 
been explored in depth in due course of the analysis. 
It was established that quality management should not only aim at 
having zero defects in manufacturing or producing processes; thus it should 
ensure maximum customer satisfaction. Evidently, the notion of quality 
control and assurance has been seen to have direct implications to customer 
satisfaction. This is another assertion over the same in light of what had 
been discussed earlier. So, it seems that customer satisfaction is something 
that ought to be taken into due consideration when it comes to QMS. 
Objective 1 and 3 of the study, for example, sought to find out the 
intricacies of effective quality management processes and functional value of 
406 WR RUJDQLVDWLRQV¶ TXDOLW\ DQGRU HIIHFWLYH SHUIRUPDQFH 2Q WKLV
backdrop it could be said that customer satisfaction is a major aspect of 
QMS; two, it is an indicator of the functional value of QMS especially when in 
the aspect of effective performance. In other words, customer satisfaction 
pivots between effective quality management processes and effective 
performance. This may be demonstrated in the model below: 
 
 
 
 
 
 
 
 
Figure 5.1: Model on Customer-satisfaction Based on QMS 
Source: (Designed by Author) 
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Figure 5.1 demonstrates that customer satisfaction is the pivot 
component for a balanced quality management framework. This is an 
essential model that ought to be used to address the situation in Kazakhstan 
in as far as quality management systems are concerned. The critical issue 
worth noting is as follows: in the development of quality management 
policies as well as strategies does such incorporate the aspect of customer 
satisfaction? In that way Kazakhstan would be headed in the right direction 
including being assured of meeting effective quality management standards. 
 The other important issues that stood out in the literature review 
were that quality control and management serve as strategic tools and 
necessary condition towards organisational success and competitiveness. In 
fact, this assertion had been hypothesised on the basis of the findings 
thereof. Anyway, in future such may be tested further using statistical 
correlational techniques. In so doing future scholars may seek to establish 
the relationships of the following variables: (a) the positive correlation 
between quality control and management and organisational success (b) the 
positive correlation between quality control and management and 
competitiveness. Indeed, inasmuch as past studies in quality management 
have been undertaken using qualitative measures it could be value-adding 
to look at the same issues using quantitative dimensions. Such would 
provide scientific and verification of empirical data especially where 
hypotheses statements require to be tested.  
In the first research question the study sought to assess the degree to 
which organisations in Kazakhstan complied with Quality Management 
Standards. That way it was essential to first of all document what quality 
management standards entails including evaluating real case scenarios. 
Better still; the need to assess existing quality management standards. In 
the literature review the researcher addressed the ISO 9000 thus illustrating 
an example of real case scenario of quality management standards. So, an 
evaluation of ISO 9000 in the current dissertation was in itself a 
phenomenon enquiry of quality management standards. It means if it is the 
FDVH WKDW .D]DNKVWDQ¶V FRUSRUDWLRQV IXOO\ LQWHJUDWH ,62  ZLWK WKHLU
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processes then research question 1 would have been addressed. This was 
established in due course of the analysis. 
In the review of ISO 9000 it came out that manufacturers require that 
suppliers to be ISO 9000 certified as a strategy to ensure quality. Well, this 
is a good way to promote quality standards but then such may only benefit 
one party at the expense of the other. In addition, it could be that the 
manufacturers do not have production processes; in other words, the 
manufacturers could be operating within a business model that does not 
require intensive quality assurance, for instance, the case of a retail outlet. 
The contention here is that the requirement of the manufacturers for their 
suppliers to be ISO 9000 complaint may be a strategy for quality but that in 
itself would not address the problem. Assuming this becomes the same 
strategy for Kazakhstan organisations then there would be the danger for 
effective and comprehensive quality management standard processes. This 
is because such an approach is outward looking yet the bit for inwardness 
also needs to be taken into account. By this the researcher means that 
manufacturers may demand their suppliers to be ISO 9000 compliant but 
then what standards do they have themselves to ensure quality delivery of 
goods or services to their target market. In fact, the researcher makes a 
perception that the manufactures may demand quality or ISO 9000 
compliance so as to secure quality goods and in turn benefit from increased 
sales. This takes the reader back to what had been addressed earlier in that 
quality management should be in line with customer expectations. Outward 
looking quality management strategies, therefore, may end up jeopardising 
the responsibility of the manufacturers in having internal quality process 
that govern their operations. That said the researcher does not entirely 
agree that the requirement by manufacturers for the suppliers to be ISO 
9000 compliant serves as an effective strategy towards quality assurance. 
 The other interesting bit worth looking at is what had been featured 
under the guidelines for implementing ISO 9000. This may be used as a 
good lesson for Kazakhstan case in the sense in which they might have 
considered ISO 900 compliance as a strategy for quality. The essential point 
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is that ISO 9000 should be in harmony with the specifications of the project 
in terms of deadline and other factors. In addition, it was depicted that 
organisations should fully understand the reasons and purposes for 
implementing ISO including the need for certification. Lastly, the workforce 
should be fully trained on the ISO processes and its relevance to their work. 
Here, the reader can see that experts of ISO 9000 do not advocate for blind 
implementation of the same; it means, therefore, ISO in and of itself does 
not automatically guarantee quality processes. This is because it needs to be 
synchronised with other organisational processes. It would be an interesting 
scenario to see incidences in Kazakhstan where they have ISO certification 
and even the same indicated in their products or services. However, there is 
distinction between quality and ISO certification. In other words, a 
certification on ISO does not qualify that an organisation has quality 
processes, see the point? This is why the researcher hundred per cent 
agrees with the fact set guidelines in the implementation of ISO 9000; this is 
what needs to be ascertained in the case of Kazakhstan and exactly what 
they are doing on the ground to ensure their process and operations are 
harmonised with ISO.  
 The research went ahead to investigate the relationship between ISO 
9000 and TQM. The main assertion was that the combination of the two 
enables companies to achieve better performance and high quality. This, 
however, had been hypothesised meaning there needs to be further studies 
especially based on quantitative strategies that would illustrate the 
relationship between the two variables. This already challenges what had 
been established earlier in that studies focused on quality management have 
been using qualitative techniques. In fact the researcher used the same 
notion to justify his choice of method of research. But then from the same 
dissertation the reader can see that the researcher formulated a number of 
results based on the findings the validity of which could not be entirely 
addressed using qualitative strategies. Well, when reviewing the issues 
decoded from the interviews the study picked some of those that related to 
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the results. Again, such had been demonstrated in further developments of 
the study. 
5.2 Second Level Analysis of Findings   
 This section focused more on the issues raised in part 3.0 in the 
current dissertation. This is the part that looked at development of quality 
management in Kazakhstan. In the same analysis the researcher looked at 
the issue of quality management formation in the Soviet period. Worthwhile, 
are the issues raised by Salimova (2008) (refer to figure 3.2 in part 3.0 of 
the current study) where she highlighted the effects of increasing the quality 
of products. Well, no need for prolonged discussions on the same but then it 
is evident that there are many benefits associated with quality process. 
Clearly, there are economic issues related to quality and some of this 
dimension had been discussed earlier in the study when the research talked 
about customer expectations. In a way it was affirmed that there would be 
increased sales for products and services that meet utmost quality not to 
mention an enterprise being effective and competitive. This is an essential 
element when looking at the case of quality in the context of Kazakhstan 
because that would inform relevant stakeholders it is not just for purposes of 
meeting it. There are pecuniary benefits that an organisation stands to gain 
in the event it incorporates or pays maximum attention to quality 
performance. This again may be further analysed using other strategies 
(quantitative) so as to conduct a correlational analysis between quality 
processes and economic stability and prosperity of the organisations.  
 The analysis went ahead to look at the development of quality systems 
in the USSR. The critical point is that the issues rose in that review had 
great implications for Kazakhstan. Another important finding was that in the 
USSR development of quality management system incorporated 
international quality standards. That being the case research also 
established the clear merge between quality and organisational management 
in the QMS.  
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 Turning to Kazakhstan research demonstrated that they developed and 
created their own standard centres from scratch. This is an impressive point 
because it shows that Kazakhstan sought to have quality management 
standards that are unique to their needs. The researcher actually holds the 
opinion that the quest to borrow from international standards may not be 
entirely the best especially for enterprises having localised operations. On 
the other hand, international standards would be most applicable to 
organisations that seek to have their processes serve as global enterprises, 
for instance, international organisations. All the same the moves by 
Kazakhstan to have their own standards and systems from scratch does not 
in any way contradict what had been discussed earlier. This is because it had 
been said that organisations should be in a position to harmonise or 
interrelate their own operations and the adopted quality management 
standards. The same had been evidenced when the study looked at the 
guidelines for implementing ISO 9000 where it had been said that 
organisations must be in a position to integrate such standards with their 
own systems. On this note the quest for Kazakhstan to have its own 
processes in relation to quality management standards may be due to the 
fact that stakeholders or the government itself wanted to device controls 
that were relevant to its situation. So, the researcher considers this aspect 
of Kazakhstan a merit. 
 Another essential bit refers to the fact that every country has got its 
own award for quality. Kazakhstan, for instance, has an award called 
³$OW\Q6DSD´:HOO WKHUHVHDUFKHUYLHZVWKLVDVDQH[WULQVLFPRWLYDWLRQWRRO
of making organisations especially in Kazakhstan to uphold quality 
management at all times. On the other hand, the researcher does not agree 
with the fact that quality controls and enhancement should be driven by the 
goodies or rewards that accompany it. It is true that such awards for quality 
may make quality management a positive competition across the corporate 
world. This way all stakeholders would strive to be recognised as the best in 
terms of quality controls and standards. But based on the far fetched goals 
of quality management the issue of reward should not be a determinant of 
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quality enhancement. As such, stakeholders in Kazakhstan inasmuch as they 
target to win the Presidential award they should not hesitate to uphold 
quality process and standards so as to safeguard the best interest of the 
customers, the employees, and the community at large. Earlier, the 
researcher had noted that quality management should not just be outward 
looking but also inward. Here, the researcher aimed to depict that QMS 
should be an internalised process of the organisation. This is exactly why it 
was mentioned that quality is the heart or soul of all other processes. All 
these assertions are to insist on the need for organisations in Kazakhstan to 
embrace QMS without being driven by the extrinsic motivation attached to it 
such as Presidential rewards. 
 In the main case study the feedback provided by one of the 
respondents that happened to be a director of quality management system 
confirmed the relationship between quality and production and customer 
expectations. This is because he informed the study that quality production 
pointed to the needs of the customers; by the way he went ahead to even 
state that such aimed at benefiting their partners. From such findings the 
UHDGHU FDQ VHH WKDW TXDOLW\ DQG FXVWRPHUV¶ RU SDUWQHUV¶ QHHGV DUH major 
issues that must be considered hand in hand. It would be said that the 
object of quality management processes is none else but customer 
satisfaction including the well-being of other stakeholders that may be 
construed as being contributors of an organisation.  
 Further evaluations of the interviews feedback confirmed what had 
been discussed earlier in the study. The Director of Quality Management 
System interviewed indicated that deliberations on quality policies are done 
in total consultation across the departments. This was an essential aspect 
worth noting because it confirmed other findings in that quality management 
systems ought to be harmonised with all the other processes of the 
organisation. The bit on having all departments on board when it came to 
quality management was clear demonstration of the commitment to ensure 
any implementation over the same remained congruent to other operations. 
Indeed, the position by the Director served as an essential green light in the 
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current study because he showed that quality development should be a 
democratic process where all departments are brought on board to express 
their views. This is exactly the same issue when implementing quality 
standards such as ISO 9000 in that they should not just be imposed on the 
departments but rather ought to be incorporated in the company through a 
democratic and consultative process.  
 Another finding from the interviews was that the Director noted they 
implemented their quality processes in total conformity with the standards 
set forth by the Republic of Kazakhstan. This is one way to ascertain that the 
stakeholders implemented their QMS in conformity with the laid statutory 
framework at the national level. Further evaluation demonstrated the 
company interviews had adopted ISO 9000:2008 a depiction of international 
compliance.  
5.2 Conclusion & Recommendations  
In general there are quite a lot of issues that ought to have been 
captured in this investigation. All the same it is arguably so that from the 
case study selected, the interviewees showed deep commitment of the top 
officials in ensuring they run their operations guided by quality standards. 
The study took into account some existing theories on quality management 
processes as in the case of TQM and Six Sigma not to mention other 
standards such as ISO 9000. In general, Kazakhstan had been reported of 
having its own developments on quality management and the researcher 
pointed out that such would help the country devise quality management 
processes that are relevant to their needs. The other critical part is the fact 
that Kazakhstan has conscious motives geared towards ensuring quality 
process are met at all times. The reader may recall the Presidential Award 
meant for best quality performers; additionally, the national standards that 
govern quality standards in Kazakhstan. 
On the basis of the findings there may be other recommendations that 
may be considered as follows: 
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1. Kazakhstan organisations to leverage their quality processes with 
economic prosperity and sustainability  
2. Implementation of pre-qualification requirements for managers in 
quality management and implementation  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The University of Nottingham 72 
 
References 
About ǟnstȭtutȍ (n.d.), available at: http://www.kazinst.kz/ru/, last 
accessed: 26 July 2013 
$EUDKDP0 &UDZIRUG - &DUWHU / DQG0D]RWWD )  ³0DQDJHPHQW
'HFLVLRQ IRU (IIHFWLYH ,62  $FFUHGLWDWLRQ´ 0DQDJHPHQW 'HFLVLRQ 9RO
38, No. 3 
$QGHUVRQ6:'DO\ -'DQG-RKQVRQ0)  ³:K\)LUPVVHHN ,62
9000 CHUWLILFDWLRQ 5HJXODWRU\ &RPSOLDQFH RU &RPSHWLWLYH $GYDQWDJH"´
Production and Operations Management, Vol. 8, No. 1 
Arab British Academy for Higher Education, available at 
http://www.abahe.co.uk/business-administration/Quality-Management-
Systems.pdf, last accessed 21 August 2013 
Askarov E.S. (2007), Standardization, Metrology and Certification, 3d 
Edition, Almaty: Economics 
Askarov E.S. (2012), Fundamentals of Qualimetry, 2nd Edition, Almaty: 
Economy 
Askarov E.S. (2012), Quality Management, 4th Edition, Almaty: Economy 
$]JDOGRY**³:KDWLVTXDOLW\"´0(FRQRPLFV 
Barlyk EK (2007), Motivation and Remuneration in the Company / 
Proceedings of the International Congress of Young Scientists and Students 
"World of Science", Almaty: Kazakh University 
Bhote K.R. and Bhote A.K. (1991), World-Class Quality: using Design of 
Experiments to Make it Happen, 2nd edition, New York: American 
Management Association 
Boytsova B.V. and Kryaneva U.V. (2000), Anthology of Russian Quality, 3d 
(GLWLRQ05,$³6WDQGDUGVDQG4XDOLW\´ 
The University of Nottingham 73 
 
%UXVVHH :  ³6WDWLVWLFV IRU 6L[ 6LJPD 0DGH (DV\´ 1HZ <RUN
McGraw-Hill 
%XULOO &: /HGROWHU -  ³$FKLHYLQJ 4XDOLW\ WKURXJK &Rntinual 
,PSURYHPHQW´6RXWKHUQ&RORUDGR-RKQ:LOH\	6RQV,QN 
&DUJLOO *  ³8QGHUVWDQGLQJ WKH QHZ ,62 6WDQGDUGV´ &HUDPLF
Industry, Vol. 151, No. 1 
'DOH %*  ³0DQDJLQJ 4XDOLW\´ nd edition, Hemel Hempstead: 
Prentice Hall 
Dale B.G., Wiele $ ,ZDDUGHQ -  ³0DQDJLQJ 4XDOLW\´ 2[IRUG
Blackwell 
(YDQV -5  ³7KH 0DQDJHPHQW DQG &RQWURO RI 4XDOLW\´ th 
International Edition, Mason, Ohio: Thompson South-Western 
Gastev A.K. (1972), Rise of the Culture, Kharkov: Mol. Worker 
George M. ³/HDQ6L[6LJPD&RPELQLQJ6L[6LJPD4XDOLW\ZLWK/HDQ
6SHHG´1HZ<RUN0F*UDZ-Hill 
*HRUJH05RZODQGV'DQG.DVWOH%³:KDWLV/HDQ6L[6LJPD"´
New York: McGraw-Hill 
Glicheva A.V. (1971), Measuring the Quality of Products. Questions to 
Qualimetry, M.: Standards Press 
*OLWVFK $9  ³)XQGDPHQWDOV RI TXDOLW\ FRQWURO´ 0 5,$ 6WDQGDUGV
and Quality" 
+R6³&KDQJHIRUWKH%HWWHUYLD,62DQG740´0DQDJHPHQW
Decision, Vol. 37, No. 4 
,VKLNDZD.³:KDWLV4XDOLW\&RQWURO"7KH-DSDQHVH:D\´WUDQV/X
D. J. Englewood Cliffs, NJ: Prentice Hall 
The University of Nottingham 74 
 
,62   ³4XDOLW\ PDQDJHPHQW V\VWHP´ ³)XQGDPHQWDOV DQG
9RFDEXODU\´/RQGRQ%ULWLVK6WDQGDUGV,QVWLWXWLRQ 
ISO   ³4XDOLW\ PDQDJHPHQW V\VWHP´ ³)XQGDPHQWDOV DQG
9RFDEXODU\´0RVFRZ*RVVWDQGDUG 
Jeffries D., Evans BB. And Reynolds P. (1996), Training for Total Quality 
Management, 2nd edition, London: Kogan Page 
-XUDQ -0  ³4XDOLW\ &RQWURO +DQGERRN´, 4th edition, New York: 
McGrow-Hill 
Katkalo (2003), "Organizational factors of competitive advantage of firms' 
Personal-Mix, No. 5 
.HOHPHQ0/³0DQDJLQJ4XDOLW\´/RQGRQ6$*( 
/DV]OR*³,62	740± 'LIIHUHQW$SSURDFKHVWR4XDOWL\´in Ho 
S. (Ed.), Proceeding of the First International Conference on ISO 9000 and 
TQM, Leicester: De Montfort University 
/HH .6 DQG 3DOPHU (  ³$Q (PSLULFDO ([DPLQDWLRQ RI ,62  ± 
UHJLVWHUHGFRPSDQLHV LQ1HZ=HDODQG´7RWDO4XDOLW\0DQDJHPHQW9ol. 10, 
No. 6 
Lin C. and Jang W.Y. (2008), Successful ISO 9000 Implementation in 
Taiwan: How can we achieve it, and what does it mean?; International 
Journal of Productivity and Performance Management, Vol. 57, No. 8 
Lvov D.S. (1975), The quality standards. M.: Standards Press 
0F$GDP5DQG-DFNVRQ1³$6HFWRUDO6WXG\RI,62DQG740
WUDQVLWLRQ WKH 8. DQG ,ULVK %UHZLQJ 6HFWRU´ ,QWHJUDWHG 0DQXIDFWXULQJ
Systems, Vol. 13, No. 4 
0LURQRY0³4XDOLW\0DQDJHPHQW´03URVSHFWXV 
The University of Nottingham 75 
 
Moldashev K. (2009), Adoption of ISO 9000 by companies in Kazakhstan: 
Reasons for Adoption, Perception by Managers, and Benefits for Companies, 
Central Asia Business Journal, Vol. 2 
1XUSHLVRYD 00  ³7KH PHWKRGRORJ\ RI WKH DSSOLFDWLRQ RI WKH ,62
9000 series RIWKHFRPSDQ\´4XDOLW\0DQDJHPHQW No. 4 
Nurpeisova M.M. (2010), Basics of Quality Management, Almaty: Economics 
2DNODQG-³7RWDO4XDOLW\0DQDJHPHQW7H[WDQG&DVHV´nd edition, 
Oxford: Butterworth Heinemann 
Okrepilov VV (1998), "Quality Management", 2nd edition, M.: Economy 
2]KHJRY 6,  ³'LFWLRQDU\ RI 5XVVLDQ /DQJXDJH´ 0 6RYLHW
Encyclopaedia 
Pande P.S., Neuman R.P. and Cavanagh R.R. (2000), The Six Sigma way: 
how GE, Motorola, and other top companies are honing their performance, 
London: McGraw-Hill 
3HSSHU03-DQG6SHGGLQJ7$³7KH(YROXWLRQRI/HDQ6L[6LJPD´
International Journal of Quality & Reliability Management, Vol. 27, No. 2 
Plant History (n.d.), available at: http://aziaavto.kz/hist.htm, last accessed: 
31 August 2013 
3RNVLQVND%'DKOJDDUG--DQG$QWRQL0³7KH6WDWHRI,62
FHUWLILFDWLRQDVWXG\RI6ZHGLVKRUJDQLVDWLRQV´7KH7400DJD]LQH9RO
No. 5 
Pyzdek T. (2003), The Six Sigma handbook: a complete guide for green 
belts, black belts, and managers at all levels; 2nd edition, New York: 
McGraw-Hill 
4QFHSWR  ³0DUNHW 2YHUYLHZ RI 1HZ 3DVVHQJHU &DUV DQG /&9V LQ
.D]DNKVWDQRQ7KH5HVXOWVRI´$XWR0RELOH9RO1R 
The University of Nottingham 76 
 
Rahman S. (20³$&RPSHWLWLYH6WXG\RI7403UDFWLFHDQG2UJDQLVDWLRQDO
3HUIRUPDQFHRI60(VZLWKDQGZLWKRXW,62&HUWLILFDWLRQ´,QWHUQDWLRQDO
Journal of Quality & Reliability Management, Vol. 18, N. 1 
5DR665DJXQDWKDQ76DQG6ROLV/(³'RHV,629000 have an 
(IIHFWRQ4XDOLW\0DQDJHPHQW3UDFWLFHV"$Q,QWHUQDWLRQDO(PSLULFDO6WXG\´
Total Quality Management, Vol. 8, No. 6 
Salimova T.A. (2002), Diversification of quality management, Saransk: 
Mordovsk 
Salimova T.A. (2005), History of Quality Management, M.: KNORUS 
6DOLPRYD7$³4XDOLW\0DQDJHPHQW´02PHJD-L 
Serbinsky B.Yu. and SM Samygin (1999), "Human Resource Management", 
M.: Pryor 
Shvets V. (1997) "Quality Management" in the System of Modern 
Management, Standards and Quality, issue 6. 
Siskov V.I. (1971), Economic and Statistical Analysis of the Quality of 
Products, M.: Statistics 
6L]LNRYD-³*HQHUDO0RWRUV$+XQGUHG<HDU6XFFHVV´$XWR0RELOH
Vol. 9 ± 10, No. 5 ± 6 
6XQ+³7KH3DWWHUQs of Implementing TQM versus ISO 9000 at the 
%HJLQQLQJ RI WKH V´ ,QWHUQDWLRQDO -RXUQDO RI 4XDOLW\ 	 5HOLDELOLW\
Management, Vol. 16, No. 3 
6XUHVKFKDQGDU 6* 5DMHQGUDQ & DQG $QDQWKDUDPDQ 15  ³$
Conceptual Model for Total Quality Management´9RO1R 
Tchelnokova V.M. and Balberova 19 ³4XDOLW\0DQDJHPHQW´63%
St. Petersburg GASU 
7LVKNRYHWV1³-XELOHH´$XWR0RELOH9RO± 4, No. 25 ± 26 
The University of Nottingham 77 
 
Tsiotras G. and Gotzamani .³,62DVDQ(QWU\.H\WR7407KH
&DVH *UHHFH ,QGXVWU\´ ,QWHUQDWLRQDO -RXUQDO RI 4XDOLW\ 	 5HOLDELOLW\
Management, Vol. 17, No.4 
Vilensky M.A. (1969), Economic problems to improve the quality of industrial 
products, M.: Nauka 
Xu Q. (1999), ³740 DV DQ $UELWUDU\ 6LJQ IRU 3OD\ 'LVFRXUVH DQG
7UDQVIRUPDWLRQ´2UJDQL]DWLRQ6WXGLHV9RO1R-81 
<DK\D6DQG*RK.:³7KH,PSOHPHQWDWLRQRIDQ,624XDOLW\
6\VWHP´,QWHUQDWLRQDO-RXUQDORI4XDOLW\	5HOLDELOLW\0DQDJHPHQW9RO. 18, 
No. 9 
<RQJ-DQG:LONLQVRQ$³7KH/RQJDQG:LQGLQJURDGWKH(YROXWLRQ
RI4XDOLW\0DQDJHPHQW´9RO1R 
  
The University of Nottingham 78 
 
Appendix A 
The Range of Automobiles Produced 
 
.,$³6RUHQWR´689-class) 
   
.,$³0RKDYH´689-class) 
   
.,$³&HUDWR´(C-class) 
   
.,$³&DGHQ]D´(-class) 
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.,$³2SWLPD´'-class) 
   
.,$³6SRUWDJH´689-class) 
   
.,$³6RXO´039-class) 
   
 
&KHYUROHW³&UX]´&-class) 
   
 
 
The University of Nottingham 80 
 
CheYUROHW³$YHR´%-class) 
   
&KHYUROHW³&DSWLYD´689-class) 
   
&KHYUROHW³(SLFD´&-class) 
   
 
6NRGD³6XSHUE%´'-class) 
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6NRGD³2FWDYLD$´&-class) 
   
 
Lada 4x4 (SUV-class) 
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Appendix B 
The Location of the Plant 
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Appendix C 
Layout of the Plant 
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Chevrolet, KIA and 
Skoda come 
together 
 
 
NIVA Components Receiving point and short 
term warehouse/stock 
Components for NIVA come mainly by 
track and being unloaded, checked at the 
same time 
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Final Quality Inspection Area  
Exit for Test Drive 
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Appendix D 
7UDQVFULSWRILQWHUYLHZZLWK3UHVLGHQWRI-6&³$]LD$YWR´ 
1. Kazakhstan is clearly progressive country among many other 
developing countries, as well as the post-Soviet countries. In this 
regard, the local automobile industry plays a significant role in its 
development, where "AsiaAuto" is the leader in this field. Tell me, 
please, how did you manage to become the leader of automobile 
production, to which the emphasis was placed? Also, how did you 
manage to cope with the difficulties, if any, occurred? 
 
Basically the company adhered to the initial standards for the 
production of VAZ. We had to work closely with them and talk in 
almost every detail, if there were problems on the production. 
 
2. Quality, today, is the key element in providing customer satisfaction 
and obtaining competitive advantage. Therefore, I would like to know 
what the purpose of "AziaAvto" in terms of quality? And also, what 
steps were taken to achieve these goals and objectives? 
 
(YHU\RQHNQRZVWKDWWKHFXVWRPHUUHTXLUHPHQWVDQGRQH¶VVDWLVIDFWRU\
comes first place. Therefore, the main objective for providing products 
corresponding to price and quality.  
As you mentioned that quality plays a key role in order to achieve the 
competitiveness, we decided to implement ISO 9001. After using this 
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quality management system, we have attracted a new range of 
manufactured products, where auto-concern "Skoda Auto" has decided 
to sign a contract for car production in Kazakhstan. 
 
3. With regard to the quality management system which is used in the 
company today. Is it possible to find out who was the initiator of this 
system? And why the choice was made exactly on the current system 
of quality management, among many others? 
 
In order to get approval to produce a certain brand of foreign 
production cars, required quality standards of these models. For this 
reason, we are certified according to DIN EN ISO 9001:2000 in the 
authoritative international body "TUV Thuringen", which took just six 
months to be acquired ... Another factor that drove us to introduce 
ISO was the will of workers and specialists, in order to improve the 
quality of manufactured goods. 
 
4. Could not you tell what the purpose of the implementation and use of 
the system, ie, what strategic role and the importance it has for 
improving and developing the quality of the company? 
 
The current system of quality at the plant complies with international 
standards for the production, and in particular for the assembling cars 
of world importance. Therefore, the main purpose is primarily 
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customer satisfaction quality of our production, implying that there is 
no difference between domestic and foreign automobiles production. 
 
5. Do you think that current Quality Management System justifies itself 
for the managerial staff? To be more precise in terms of time, 
dedication and money spent to maintain and improve the quality and 
work processes? 
 
There has been a great debate about the system. However, you can 
see the results by yourself. Understanding and awareness of quality in 
any enterprise-level plays an important role in its development, as well 
as improvement. Therefore, the main driving element leading to this 
problem is a guide that knows and understands the value of the 
importance of the quality system in the enterprise. 
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Appendix E 
Transcript of interview with Director of Quality Management System of 
-6&³$]LD$YWR´ 
1. It is known that you are working in JSC "AziaAvto" practically since it 
was found. What do you think, how many there have been changed 
since then in terms of the improving quality? And, do you know how 
the quality management was regulated at the factory before the 
introduction of ISO 9000? 
 
Many things have changed today, because since 2004 we have 
implemented the ISO 9001:2000 international quality standard given 
by "TUV Thüringen", which conducts the audits every year. Regarding 
the quality system before the implementation of ISO 9001:2000, I can 
say that from the moment of launching the production of VAZ-21213, 
we worked strictly on the state standards of the Republic of 
Kazakhstan, which was given in 2003. 
 
2. Do you know the purpose for the implementation of ISO 9001 as well 
as the introduction of other standards such as VDA, and audits for 
«Volkswagen», «General Motors» and «AvtoVAZ»? 
 
Since AO "ASIA AUTO" is the assembly plant of automobile production, 
we produce different types, as well as models of cars, where the basic 
requirements of different brands of cars comply with international 
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standards. This could be achieved by implementing ISO 9001:2008 
international standard. In addition, each car brand has its own 
additional requirements for quality system. Therefore, in accordance 
with these requirements, we have implemented a quality system 
standards such as VAD 6.3 (German Automobile Industry Association) 
and audit standards «Volkswagen», «General Motors» and «AvtoVAZ. 
 
3. In the case of emergence of non-conformances in accordance with 
these audits, what steps are used to eliminate them? 
  
With regard to eliminating non-conformances at this stage, we analyse 
and determine the cause roots which affect errors made during the 
processes of our specialists, after which we derive corrective actions to 
address them. Which results in quality improvement of the products 
produced and works performed. 
 
4. Are there are any fixed or non-fixed meetings to solve the difficulties 
or controversial issues emerged concerning the quality? What is the 
interest of responsible people to meet those challenges? 
 
Many quality issues in particular are being addressed at meetings and 
required measures taken to solve them; this way we consider the 
potential ideas for suitable measures in terms of feasibility and cost 
efficiency of the solution. 
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5. Are you happy with the current state of the quality management 
system that is used by the company today? 
 
I am putting all of the strength and efforts to improve the quality 
management, as quality system in our company is one of the best in 
country. Accordingly, this makes me not only happy but also a kind of 
proud. 
 
6. Finally, the last question, due to factors you think quality control is at 
high level, and being recognised in the country? 
 
Strict control operates at all stages of production from inflow of 
components to manufactured vehicles. Because we are responsible for 
quality production to the customers as well as our partners, which are 
famous automobile concerns in the world. 
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Appendix F 
Transcript of the chats and talks which were selected and used in this 
work 
1. Previous Director of the plant Yuri Petrakov (retired). 
Question:  
How do you think what the reasons and factors for such success of the 
company?  
Answer:  
There were several factors for company`s success, even though no 
one believed in this. Everything in the organisation was made by our 
own experts and specialists; every worker had their own contribution 
in launching the plant, from project to equipment installation. Also, we 
created our own construction site, where we were producing building 
materials on our own. Now, I can see that the bases for this were laid 
well, according to the outcome and achievement of the company and 
workers satisfaction for their job. 
 
2. One of the ISO consultants: 
Question: 
I can see here and there many stands and boards saying about Lean 
Manufacturing and 5S, what is this for? 
Answer: 
A few years ago we had a special training on Lean Production, and we 
decided to implement best experiences and practices of this concept. 
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We made some modifications in order to make our production more 
efficient at the same time taking our capabilities into consideration. 
Thus, we set up the assembling floor and introduced selected features 
of lean such as Kanban and 5S. 
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Appendix G 
Quality operations and process status 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
1. Wheel alignment  
and light aiming 2. Brake test 
3. Suspension and underbody 
check, fluids leak check. 4. Road test 
5. Final inspection 6. Audit 
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Appendix H 
Test Drive Road Layout 
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